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Abstract 
The aim of this report is to critically evaluate the purpose of coaching and mentoring, followed by its benefits to individual and organisations. It also evaluates the author coaching session and how coaching could lead to improve performance and morale within the given context. 
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Coaching and mentoring have become an unavoidable reference for development techniques in today’s competitive and fast-moving workplace. Organisations recognise, not only mentoring, but coaching in particular, as a powerful tool to improve performance, achieving desired results, enhancing collective and individual effectiveness (Cox et al, 2014).

In this report the author will evaluate coaching and mentoring, according with literature along with its benefits for an individual and an organisation by the aid of a reflection summary using the Gibbs cycle as well as analysing coaching and mentoring skills for the workplace. 



[bookmark: _Toc143472483]What is coaching and mentoring?

However, it very often comes hand and hand, while defining coaching and mentoring, is also curtail that we understand the thin line differing coaching from mentoring. To simply put as in Marshal (2008), they are supportive relatives, where coaching is the push process with  a coach demonstrating and showing how-to-do and mentoring the pull process with a mentor modelling and guiding how-to-be.

Cox et al, 2014. define coaching as a serving strategy, formulated to assist individuals reaching their full capabilities. However, this defines coaching to an extent, it does not distinguish it from its close relative mentoring. 

Serrat 2017 argues that both coaching and mentoring are a managerial approach that unlock a set of skills to nurture employees and improve performance. He has also added that they are, fundamentally, learning and development activities that share similar roots despite lively debate among academics and practitioners as to the meaning (and implications) of each word. Furthermore, Serrat 2017 believes that a good coach can be a mentor and vice versa. 
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However, one can argue that a company is as good as its employees, (Serrat, 2017)   an organisation culture that prioritise coaching and mentoring to its employees, creates opportunities for an individual to enhance skills and knowledge, that ultimately benefits both. 

[bookmark: _Toc143472485]Benefits of coaching and Mentoring for Individuals
Individuals the works for organisations where they are coached and or mentored, enjoys of some benefits and below are 5 of those:

· Coach/mentee – work-related/performance benefits
· Career development
· Skills development 
· Enhanced self-management and learning skills.
· Social/networking and building of contacts.

[bookmark: _Toc143472486]Benefits of coaching and Mentoring for Organisations
Organisations that provide coaching and mentoring to their employees, enjoys of some benefits, and below are 5 of those: 
· Increase engagement and Employer retention. 
· Coaching practice directly linked to individual/team/organisational objectives. 
· Impact on employee skills and knowledge base 
· Changing workplace cultures
· Enhanced organisational knowledge.
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[bookmark: _Toc143472489]Gibbs, 1988 in (Reflection Toolkit, 2020).


Reflection presupposes recalling the experience of certain event and it assist to evaluate what have occurred (Fakude and Bruce, 2003) in (Markkanen et al., 2020).

In this section, the author will reflect on the experience during a coaching session within a given scenario as Phillipa (the coach) and Mr Lee as coachee, using Gibbs Reflective Cycle (Reflection Toolkit, 2020).
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Image Source: (Reflection Toolkit, 2020)


[bookmark: _Toc143472490]Description of the session:


Mr Lee is the head of section, who has been with the company for 15 years and is looking forward to his retirement in 3 years. He has as main responsibility identifying the correct priorities for batches and ensure that resources (human & materials) are available at the right time to complete the tasks required. Lately he has been upset with the staff shortage and lack of overtime, which is causing him feeling instable, and overwhelmed by the workload, followed by inability to manage automated process system implemented, and working on his garden office from home.

The date was 13 of July 23, when Philippa (the coach) has met Mr Lee (the coachee) for an interview in her office, to explore what can be done to assist Mr Lee in regaining the stability he needs to prepare for his retirement, reducing his workload, and find the common ground regarding when he has to come to the office and when he can work from home. 


[bookmark: _Toc143472491]Feelings

Before the interview, Philippa was feeling a little anxious whether the proposal to Mr Lee’s concern would have met his expectation and could also feel that Mr Lee on his hand was also a little frustrated with the situation, especially the automated process that has never been present in the company over his 15 years with the company. 

During the interview, it turned out that despite the tension felt prior the interview, both parties where ken to work together towards the solution and by perceiving this, Philippa started to feel more relaxed which have also reflected and inspired confidence to Mr Lee, hence both had a calm and relaxed conversation. 

After the interview, Philippa was feeling happy for having Mr Lee’s understanding and cooperation first and for most, but also glad that she could provide the solutions to his concern. Mr Lee was also feeling heard after the session, and relieved that his training for the automated process would be provided, hybrid rota and a colleague for an extra support to reduce the workload. 





 
[bookmark: _Toc143472492]Evaluation

What went well on the session was the fact that both Philippa and Mr Lee were open to listen to each other and find a common ground where the solution would work for both parties. Mr Lee accepted having training proposed by Philippa, and Philippa was understandable in allowing Mr Lee working more days from home and spend 3 days in the office and also accepted to take Maria on board to assist him with the workload. 

What didn’t go so well was the fact that Philippa did not explore in greater details how she could make Mr Lee’s last 3 years at the office before his retirement a better experience, and Mr Lee refrained in asking closed questions for the conversation to be more objective, so Philippa didn’t have to explain every point.  


[bookmark: _Toc143472493]Conclusion



As conclusion, we can say that coaching in any circumstance, is ultimately intended to enable some sort of knowledge transfer, wisdom and understanding between the parties (Garvey et al., 2018 )  and based on this principles, Mr Lee and Philippa were able to understand each other’s position and find balance through knowledge transfer, to solve each other’s problems, that in Mr Lee’s case is reflected on his training session agreed during the interview, relief of workload and more flexible working arrangement. In the other hand, we can also say that even though Philippa went to the interview as problem solver to enable Mr Lee stability and a better performing employee, she also has learned/discovered topics from the session where she needs improvement in order to become a better coach moving forward, such as exploring further her coaching image as described on the feedback attached to the appendix. Furthermore, if we take both, Philippa and Mr Lee as individuals, versus Philippa as coach(organisation) and Mr Lee as individual (employee), in both scenario the parties have benefited from this session which is in line with benefits of coaching and mentoring at the beginning of this report. 
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After the interview with Mr Lee, Philippa has agreed an action plan to improve Mr Lee’s performance, using SMART framework, so the plan can be Specific, Measurable, Achievable, Relevant, and Time-Bound (Boogaard, 2021).

[bookmark: _Toc143472495]SMART objectives:

S – Training on how to operate independently, the automated system to complete daily task. 
M – A practical exam will be caried out at the end of the training so Mr Lee can demonstrate his ability to operate the independently the automated process.
A – Practices and comprehensive instructions will be performed along with necessary equipment so Mr Lee can operate the automated process
R - Performance improvement, cost reduction, and workload reduction.
T – Ability to operate independently the automated machine in 6 months.
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Coaching and mentoring have a tracking record of powerful tools to be used by organisations, whenever the performance and motivation level needs to be increased (Serrat, 2017)
According to (Garvey et al., 2021), a research named “The effects of coachee personality and goal orientation on performance improvement following coaching” was conducted by (Jones and Zhou, 2019), in 2 groups for a period of 30 days, where group 1 was coached and group 2 were controlled for comparison but not coached. The research was aimed to answer the question, “what are the individual characteristic that influence whether coaching is beneficial for people’s performance?”. The findings show that, in respect to self-rated performance, coaching was more beneficial for people high in openness and avoidant in orientation to goals, and that coaching can be effective development technique in people who respond less well to other ways of instructional learning, as it fit their characteristics and styles (Jones and Zhou, 2019) in (Garvey et al., 2021),
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G – What Mr Lee wants?
Mr Lee wants:
· Confidence in operating automated system, 
· Reduction in workload and,
· Flexibility in working hours.
R – Where was Mr Lee when interview took place?
· Mr Lee was feeling threatened by the automated system.
· Facing workload and no flexibility in working hours
	
O – What could Mr Lee does?
· Mr Lee can do training to operate independently the automated system,
· He can take an extra staff member on board to assist him with workload, and 
· Have more flexible working hours. 
 
W – What will Mr Lee does?
· Mr Lee have agreed to take the training to be able to operate independently the automated process.
· Agreed to share his workload with Maria that is looking for new challenge and responsibilities.
· And will also work 2 days from home and 3 days at the office.
After completion of the coaching and mentoring programme agreed on the interview, Mr Lee will be able to operate independently the automated process which will improve his performance and reduce his workload due to the automation and an extra colleague assistance, followed by flexibility in his working hours which will improve his enthusiasm and morale. 


[bookmark: _Toc143472498]Skills, Behaviours, attitudes and Beliefs of a Coach


A good coach should not only be able to walk the path with the coachee but also needs to be able to resonate with the coachee, and to be able to fit this criteria’s, there’s a set of skills, behaviours and attitudes that a coach needs to embrace. 

· Good communication skills – a coach should be able to clearly communicate verbally and non-verbally with his/her coachee. 

· Emotionally intelligent – a coach should be emotionally intelligent and have high level of empathy so he/she can connect with the coachee in a emotional level.

· Problem solver- a coachee relies on the coach to face challenges, fear, and obstacles to achieve the goal set and a coach require problem solving skills so he/she can assist the coachee walking that path.

· Good questioning skills – a coach needs to be able to ask the right questions to better understand not only the strength and weakness of the coachee, but to also understand his/her state of mind to better work with the coachee. 

· Accountability – a coach must be responsible for his/her actions and have strong sense of work ethic ad responsibility. 

· Reflective Feedback – a coach should be able to give honest and constructive feedback so the coachee can identify area of growth and area that still needs improvement.
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After careful evaluation of the scenario and given context, we can conclude that coaching and mentoring is beneficial to performance as it fits to personal characteristics and style (Jones and Zhou, 2019) in (Garvey et al., 2021), which able Mr Lee to access the right support and be able to improve his performance by gaining the ability to operate independently the automated process, reduce his workload and accessing a more flexible working hours which will have a massive impact on his enthusiasm, morale and restabilising the stability that he was looking for. Employees are well aware of how coaching can  affect their performance, in fact research shows that 84% of employees says that coaching should be implemented into performance and development programme (ILM, 2023), because it unlocks the potential and improve significantly the performance which is in line with Mr Lee’s case. 






‌
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	BMSW 6005
	Feedback
	Date of Interview:
	31st July 2023

	Coach
	Justin Fernandes Sanches
	Coachee
	Kamrul Hasan

	Coaching Model:
	GROW MODEL 
	
	Click here to enter text.

	The numerical rating system is based on the scale below.

	Scale:
	5 – Yes
	4 – Most of the time 
	3 – Some of the time 
	2 – Almost never
	1 – No

	Explained the purpose of the session first.
	Rating

	
	5
	4
	3
	2
	1

	Is the coach asking open ended questions or closed questions
The coach clearly introduce himself and explained the purpose of the interview, open questions were encourage to providing coachee time and opportunity to express themselves.  
	x
	☐
	☐
	☐
	☐

	Is the coach patient? Are they giving the coachee time to think through issues and arrive at a conclusion in the way THEY process information?
The coach was very patient and actively listening to the coachee, however here the coachee could have also asked closed questions so that the coachee does not explain too much , but a good effort 
	x
	☐
	☐
	☐
	☐

	Is the coach focused on the coachee’s agenda?
Hint: The Coach should focus on the coachee’s agenda
Good questioning skills that allow coachee to reflect on experience and help coach to finding a better solution  
	x
	☐
	☐
	☐
	☐

	
Is the coach coaching in their own image? 
Good – but could have probed in more detail  
	
	☐
	x
	☐
	☐

	Is the coach acting as a problem solver, providing the solutions for the coachee?
The coach acted as a problem solver he allowed the coach to think about the solutions and propose alternative arrangement such as flexible working arrangement, training and development, training another member and seeking help when needed from other staff 

	x
	☐
	☐
	☐
	☐

	Additional Comments 

GROW model was applied so the session was quite well structured. However, there could have been more clarity/objectivity as the session although a plan to meet within 6 weeks were scheduled .
As a means of development, although the coach was empathetic but could have applied the SOLER techniques and 7 c’s effective communication process , here a bit of concise reaction was sought specially when coachee was answering open questions, hence a good attempt  
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