

EXECUTIVE SUMMARY
This Paper highlights the credibility of coaching depends on being able to help achieve set outcomes made in the coaching process. The value of the coaching process will be determined by the effective methods and evaluation techniques used to assess the impact of coaching and mentoring. Coaching and mentoring has proven to inspire and benefit individuals in the workplace to achieve better wellbeing, reach personal/organisational goals, boost productivity, and assist organisations in building resilience. This paper provides a review of the relationship between leadership and employee engagement and finds that line managers as coaches and mentors can be very beneficial to organisations. However, power kinetics may limit a line managers creativity to fully resolve the issue. Therefore, conflicts of interest may play a major factor in line managers acting as a coach or a mentor within an organisational context. 
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1.0 [bookmark: _Toc130465557]INTRODUCTION 
This report was requested by the president of the International Coach Federation (ICF) on the 16th of January 2023, and was submitted on the 24th of March 2023. This report was compiled by the vice president of the (IFC) to analyse the impacts and benefits of coaching and mentoring in an organisational context. The focus being on organisations utilising coaching/mentoring to develop individuals in the workplace and the benefits to the organisation and the employee. To gain a better understanding of the nature of the coaching process, this paper will explore models and theories associated with coaching and to consider the benefits to the organisation of developing individuals in the workplace. This paper will provide a critical evaluation on the purpose of coaching and mentoring within an organisational context, analysing the skills, behaviours, attitudes, beliefs and values of an effective coach or mentor. Also, the similarities and differences between coaching and mentoring, Advantages, and disadvantages of coaching/mentoring to organisations concerning return on investment, the line manager as a coach/mentor, including an assessment of the necessary skills and behaviours, the role of coaching and mentoring in building resilience and dealing with change. The writer will provide a critical refection on his own performance in the peer coaching exercise, using Gibbs reflective Cycle and Landsberg’s Instant Pay-off Coaching Model. Finally, this paper will provide a personal development plan (PDP).  



[bookmark: _Toc130465558]2.0 MAIN FINDINGS 

[bookmark: _Toc130465559]2.1 What is Coaching 
[bookmark: _Hlk130302785][bookmark: _Hlk130550017]Coaching can be defined by Clutterbuck, (2006) as a form of personal development. It is a process that enables individuals through guided questioning and discussion to achieve goals, improve their personal performance and learn about themselves to make better decisions. A coach also refers to a person who acts as a facilitator that provides guidance and clear actions plans to help individuals reach specific organisational goals and reach their full potential, Megginson, (1999). The coach will not usually share their own personal experiences with the coachee throughout these sessions, Burton, (2022). Indicating that learning is structured and focused. Coaching helps by developing employees performance in the workplace by unlocking their potential capabilities via the utilisation of using coaching models, conversation, and action plans. Coaching models help to provide a framework to explore the topic or issue with a coachee in a logical, structured, and clear developed way, Landsberg, (2015). There are numerous well-known models for coaching in the workplace, which include: GROW, OSCAR and the Instant Pay-off coaching model. 
[bookmark: _Hlk130509076]GROW stands for Goal, Reality, Options and Will, which is a four-step structure, Whitmore, (1993). The key benefits of the grow model are that managers do not need to be a coaching expert. For example, the model provides a framework that uses general questioning to obtain information to help solve problems. However, this model primarily focuses on solutions rather than analysing problems. Typically, the coach will use ‘ask’ and ‘tell’ within each step of the process. An example of the GROW coaching model can be seen in (appendix 1) 

OSCAR stands for Outcome, Situation, Choices, Actions and Review, Whittleworth, (2002). The key benefits of the OSCAR model are its shared approach towards progress and positive achievement, allowing individuals to focus on success and moving forward, Whittleworth, (2002). The disadvantage to this model is that it is based on the idea that coaching should focus on results and not the causes of the problems. The OSCAR Coaching Model can be seen in (appendix 2)

The benefits of Landsberg Instant Pay-off Coaching Model are it helps individuals find personal blocks in their current situation in a short period of time Landsberg, (2015). These blocks take into consideration an individual personal circumstances. This model does not allow a one-way flow of telling and instructing, Landsberg, (2015). An example of a written script (workplace scenario in practice) structured using Landsberg’s model can be seen in (appendix 3). 









[bookmark: _Toc130465560]2.3 What is Mentoring 
[bookmark: _Hlk130402293][bookmark: _Hlk130549932][bookmark: _Hlk130550080][bookmark: _Hlk130549855]Megginson, (1999) defines a mentor as a person who has significant knowledge and experience in a particular area of work, who can act as an adviser to a mentee who requires knowledge in the desired or same field. The mentors goal is to help individuals extend their knowledge which helps the mentee grow and develop as professionals by offering personal advice based on their advanced knowledge and experience Indeed, (2022). The mentor and mentee relationships can be built through personal connections, networking or via formal executive mentorship programs Fiona, (2021). Mentors can be used to assist individuals in becoming better people, boost performance levels and encouraging professional/personal development by setting goals, giving honest feedback, and providing learners with assistance in expanding their networks. As a result, organisations who want to develop employee skills, knowledge and understanding often create mentoring programs, Drahosz, (2021). According to Kram, (2007) the mentors tacit knowledge and personal understanding of a subject, when shared directly via one-to-one consultations with mentees can help train and create high performance individuals resulting in a productive workplace environment. Whitmore, (1993) states when employee development is encouraged in the workplace it demonstrates to the workforce that they are valued as their employer wants to assist them grow as individuals. Mentors can assist individual and organisations by instructing people who are just starting their careers with guidance on professional expectations regarding the priorities of the job role and workplace behaviours - assisting to establish appropriate work habits that allow them to focus and perform in their job roles effectively, Birt, (2022). Mentors can motivate individuals to take calculated risks based on the lessons learnt negative impacts and mistakes the mentors have made along their journeys - conveying successes and failures for mentee to use as example so they do not have to suffer the consequences themselves. These learning experiences will assist and prepare individuals for challenges that they will expect to face and provide valuable advice on how to potentially overcome them, Kirsten. (2014). For the sustainability of talent, mentoring is a very important key element to an organisational succession plan for effective approaches to developing employees when introducing a new system or programs for change management. Although, a relatively high degree is placed on directiveness and one-way learning, CIPD, (2021).


[bookmark: _Toc130465561]2.4 Similarities and Differences between Coaching and Mentoring
[bookmark: _Hlk130550139]Coaching and mentoring are both development techniques centred around one-to-one sessions to increase an individuals skill set, knowledge/understanding and work performance. These sessions and development activities are structured around a person’s individual needs, Institute of Coaching, (2023). Both coaching and mentoring can be most effective for organisations when used for supporting training and the development of its employees to ensure the knowledge, skills and behaviours are transferred into the workplace Landsberg, (2015). The skills needed and similarities between coaching and mentoring are they both focus on career development, unlocking potential, skill progression, uncovering new ways of thinking, discussion of goals, knowledge sharing and an overall desire to develop people. Although, coaching is ‘non-directive’ which means the coach will usually not share personal experiences to the coachee. Whereas mentoring can be viewed as ‘directive’ meaning giving advice, making suggestions, or simply telling it how it is. Although coaching is directed towards the individuals current needs. Mentoring focuses in on the future goals of individuals people Megginson, (1999). For example, if an employee has been recruited to a new management position within a company that delivers leadership programs, a coach may be required to adjust the required leadership style to best suit the organisational culture. The coach will identifying what management style they currently have, what change in style is needed and the current blocks for future improvement. The coach will facilitate the discussion by asking open, closed, and probing questioning techniques to assist the learners thinking and the exploration of options - helping them with learning rather than teaching them, Lee, (2022). 
[bookmark: _Hlk130550663]Mentors on the other hand, in the same leadership scenario an organisation may use internal sources as mentors. A line manager for instance, who can advise the employee how thing should be done at the company, help, guide, support them on the expected behaviour of managers at senior level and providing feedback on the progress into the new leadership role Kaufmann. (2021). According to the Institute of Coaching, (2009) 80% of individuals in organisations who receive coaching report better wellbeing and increased confidence. 70% of individuals report increased work performance, more effective communication, and better relationships with 86% of companies suggesting they have regained their return on investment (ROI) on coaching and more. For example, studies have proven that individuals who work with coaches, experience the true benefit of coaching and mentoring in the workplace. Compared to others, they tend to reach their goals much faster in their roles, and responsibilities. The international coach federation (ICF) and the health coaches institution (HCI) jointly conducted a study to evaluate the benefits of a coaching culture and found that 60% of organisations that participated in the study who adopt a coaching culture reported above average revenue for their companies, Coaching Federation, (2022). The value of the coaching process will be determined by the effective methods and evaluation techniques used to assess the impact of coaching and mentoring – which has proven to inspire and benefit individuals in the workplace to achieve better wellbeing, reach personal/organisational goals and boost productivity Kram, (2007). 
[bookmark: _Hlk130550230][bookmark: _Hlk130555392]However, Clutterbuck, (2006) identifies and outlines the issues involved with coaching, and states there is a certain requirement and a need to demonstrate the skills, knowledge, experience and understanding of the coaches and models used to evaluate individual needs before hired as coaches, via the coaches outcomes achieved, level of learning gained as a coach, organisationally or individually. For example, a less established form of training and development may not have an impact on employee engagement and performance.
[bookmark: _Toc130465562]2.5 Line Manager as a Coach/Mentor
[bookmark: _Hlk130551943][bookmark: _Hlk130551847][bookmark: _Hlk130550376]According to Richardson, (2021) having line managers as coaches and mentors can be very beneficial to organisations. These are some of the positive facts found in research. According to Harvard Business Review, (2019) having line managers as coaches has been appraised as the second most successful learning and development practice. It is said to be three times more effective than external coaching programs. A good line manager with a desirable leadership style and positive personality traits will know the effects that leadership has on organisational culture and will fully understand diversity and the value of individuals in the workplace Parsloe, (1999). Therefore, a good line manager will understand and has already developed positive/warm relationships with the employees, and they trust one another. However, line managers who do not understand this methodology do not usually support employees and are unfamiliar with the benefits and the potential barriers to effectiveness Forbes. (2018). Therefore, personal characteristics will need to be taken into consideration regarding personality and relationships for a line manager to be a successful coach within an organisational context. For example, if an organisation has not got the in-house expertise with the knowledge and understanding of managing complex issues, external coaching is more efficient in terms of taking the burden off these line managers who require further training and development around leadership and coaching/mentoring to achieve the organisational objective of developing individuals in the workplace to reach higher levels of performance. Although as external coaching can be expensive Forbes. (2018). 
[bookmark: _Hlk130551675][bookmark: _Hlk130551723][bookmark: _Hlk130511512]CIPD, (2023) suggests the disadvantages of line managers as coaches are they may lack the skills required which often limits them as coaches. Important key attributes of a coach concerning skills, attitudes, values, beliefs, and behaviours include listening skills and questioning technics. For example, a combination of open, closed, and probing questioning. Other important key skills of a coach include Leadership, communication, assertiveness, ethical awareness, time management, an understanding of the business world in general and is totally compliant to rules and regulations in terms of professional standards. According to HBR, (2019) line managers may not have the social skills, personality traits and leadership style to engage employees. Also, power kinetics may limit a line managers creativity to fully resolve the issue. McCarthy, (2015) argues conflicts of interest may have an influence over a line manager as a coach which may hinder the role of a human development enabler to enhance performance. Also, a line manager could use coaching and mentoring sessions to monitor performance and to act on any employees resisting change. 

. 


[bookmark: _Toc130465563]2.6 Coaching/Mentoring in Building Resilience and Dealing with Change 
[bookmark: _Hlk130550891][bookmark: _Hlk130551569]Resilience is a term used for the ability to handle and recover from setbacks in life. For example, a ‘resilient person’ is one who has powerful coping skills and can manage their available resources and can identify when help is needed by finding ways to manage the situation and adapt to change Hurley, (2022). Change management is referred to as the application of a structured process which involves a move from its current condition to a future desired condition – a business modification that requires a change in business strategy, corporate culture, business practices, policies, practices, operation, structure or infrastructure Pratt, (2023). The main factors, influences and drivers of organisational change will depend on the internal and external environment of the organisation. However, organisations are driven by several different forces. These include technological, new market growth opportunities, a shift in the organisations objectives, learning new organisational behaviours/skills, change in corporate culture, government legislation initiatives, economic down turns and challenging trading conditions. Whatever the change might be or the reasons for the change, employees will find it difficult to adapt Lyndhurst, (2016). Therefore, poorly managed change will have a huge impact on the workforce as employees will fail to engage, resulting in a loss of productivity, loss of loyalty and increased employee turnover. Also, change resistors will spread doubt and fear to other employees reducing further engagement and employee satisfaction Wickford. (2019). Although, organisations can build resilience, through coaching and mentoring to help the workforce deal with change. For example, coaches can help employees develop skills in self-management and learning increasing resilience and self-awareness Corporate, (2021). Coaching/Mentoring can bring resilience into focus by asking the coachee/mentee to share current challenges and addressing how they are dealing with these issues. Both coaching and mentoring act as support systems for employees – with these emotional support structures in place will help with productivity, retention, mental wellbeing of employees and it shows that the organisation care about them, improving employee development Drahosz, (2021). 


[bookmark: _Toc130465564]2.7 Personal Performance in Peer Coaching
I think it is important to note that as the coach, i wrote the script. The script was written and structured using Landsberg’s Instant Pay-off Coaching Model, based around a situation in my personal and professional life to raise awareness amongst my peers about this particular issue that could potentially be affecting their performance and personal wellbeing. I set the scene and covered personal issues and stresses at the workplace. Further developed through viewing the potential barriers faced by the coachee both personal management related and connected with resources.
I felt like i stuck to the 4 components of the Model well. I would frame things as a question rather than me tell the coachee what to do. I gave the coachee the opportunity to speak from his perspective, teasing out sensitive issues by asking questions to get a response and not telling. I think that people feel more comfortable doing what they want to do rather than if i suggested something. Due to the personal nature of sensitivity involved within the coaching session, i was sympathetic and empathetic. 
I used the appropriate Open, Probing and Closed Questions, appropriate use of pauses, asked permission to make suggestions to the coachee when the coachee was struggling with solutions. I think there was a good use of probing closed an open questioning throughout. The aim was to help and support the coachee to improve performance and look at the situation as it is now and help towards improved performance in the future. I made use of stoic philosophy during the exchanges. It was clear that myself as a coach, and Ben as the coachee remained focused throughout the session as i used encouraging language, warm and open body language, nods of the head, murmurs of encouragement, appropriate energy levels to match and mirror the coachee. 
[bookmark: _Hlk130481468]In conclusion as a coach, i remained calm and controlled throughout the session and i was supportive and encouraging particularly when the coachee expressed concerns about personal well-being. I used encouraging language and supportive terms to overcome these concerns. This interaction enabled the coachee to feel more comfortable and increase positivity during the session. I think there was good conversation management with the coachee doing most of the talking. The coachee came up with their own solutions to problems. However, due to the complexity of the skills, knowledge, experience and understanding of coaching models used to evaluate individual needs, i would need further development in these areas. The instant payoff model was effective in establishing personal blocks within the coachee. The benefits of Landsberg model are, it helped me address the personal blocks in the coachee which led to his overall wellbeing and not just toward the aims and objectives of the organisation. My action plan (PDP) is provided in (appendix 4).  




[bookmark: _Toc130465565]
3.0 CONCLUSION 
[bookmark: _Hlk130556446][bookmark: _Hlk130556716]This study highlights the credibility of coaching depends on being able to help achieve set outcomes made in the coaching process. The value of the coaching process will be determined by the effective methods and evaluation techniques used to assess the impact of coaching and mentoring – which has proven to inspire and benefit individuals in the workplace to achieve better wellbeing, reach personal/organisational goals, boost productivity, and assist organisations in building resilience to help the workforce deal with change. These learning experiences can assist and prepare individuals for challenges and provide valuable advice on how to potentially overcome them. However, there is a certain requirement and a need to demonstrate the skills, knowledge, experience and understanding of the coach and models used to evaluate individual needs before hired as coaches. For example, a less established form of training and development may not have an impact on employee engagement and performance. Therefore, coaches will need to have the necessary skills for the organisation to get the maximum return on their investment (ROI). Therefore, line managers as coaches and mentors can be very beneficial to organisations. A good line manager with a desirable leadership style and positive personality traits will know the effects that leadership has on organisational culture and will fully understand diversity and the value of individuals in the workplace. Therefore, would have already developed positive/warm relationships with the employees, and they trust one another. However, line managers who do not understand this methodology do not usually support employees and are unfamiliar with the benefits and the potential barriers to effectiveness and they will require further training and development to act as coaches. A line Manager may lack the skills required which often limits them as coaches. For example, line managers may not have the social skills, personality traits and leadership style to engage employees. Also, power kinetics may limit a line managers creativity to fully resolve the issue. Therefore, conflicts of interest may play a major factor in line managers acting as a coach or a mentor within an organisational context.
. 
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Appendix 1 – GROW Model 
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Appendix 2 – OSCAR Coaching Model
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Appendix 3 - Landsberg’s Instant Pay-off Coaching Model (Script)
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Appendix 4 – Personal Development Plan (PDP)
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GOAL


What the coach and coachee want to acheive by the end of the meeting


REALITY


To establish within the coaching session where the employee is now?


OPTIONS


Establish ideas within the coaching session to achieve goal?


WILL


What can the coachee commit to, who will do it  and by when. 
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Instant Pay-off Coaching Model

Scenario: Employees Struggling with Activities.

Introduction
Coach — Hi Ben, my name is Leighton. Nice to meet you.

Ben - Hi Leighton, thak you for coming to see me today.

Coach— It is my pleasure, Ben. How are you feeting today
Ben— T am feeling well within myself.

Coach - Ok. Before we officially begin, let me inform you that everything we'll talk about
today is between the two of us. You can be assured that what you'll share within our session
is strictly confidential and will not leave the four walls of this room.

Ben - Thank you, I appreciate you saying that.

Describing the Problem
Coach — No problem at all. Are you able to describe the current issue or problem?

Ben — I have recently been promoted to project manager of telecommunications. Although, §
‘am finding it difficult to meet the aims and objectives involved in my projects, due to
engineers in my teams not meeting the deadlines for activities that are involved in the tasks
they complete. I feel stressed all the time.

Desired Outcome

Coach - 1 am sorry to hear that, Ben. I hope that we can get to the bottom of this today and
get you feeling better. If you were to describe to me the outcome in terms of - if you had to
‘paint a specific picture and describe to me how things would be if you sorted ouf this
problem.

Ben — Iwould say, in an ideal sitvation. Every engincer would be competent at administration
taskes. T would be happy and not be stressed all the time trying to meet deadlines to raise
invoices. 1 would be eajoying my job a Iot more as the workload would decrease i would be
able to focus on creativity instead of productivity. This way, I could think of new ways to
improve and implement new processes within the organisation and within my teams. In fura,
this would have 2 positive impact on my home life and relationship with my pariner, family.
and friends.
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Establishing Obstacles/Blocks - Coachee/in others' the situation

Blocks in Coachee

‘Coach—Lam somy to hear that you are feeling stressed all the tme. Are there any reasons
youare feslng this way?

Ben— Yes, i am working 12-hour shifs and i am coming home from work having to
‘complete administration activiies for employees who are failng to complete the paperwork
involved in ther asks. Without the paperwork  cannot nvoice custormers and we simply do
ot get paid fo the work that has aready been completed by the engineers. Since I started
this new role as project manager, i feel i have no time for myself and my relationship with my
‘parter has slightly lacked communication.

‘Coach— Why do you continue to work when your shitis complete? are you on any
additional bomses for meeting these deadlines?

Ben—I feel a sense of esponsibilfy 2 project manager to met the aims and objectives of
the project that is assigned to me. 1 get o additional bomuses for doing this

‘Coach— You sound like 2 very competent and relizble person. Horw do you think this is
affecting you mentally and in your personal ifs?

Ben— 1 am usually a person who tries not to stress about things. I am conscious of my
Seelings and i beleve in stoic philosophy, which helps me maximise posiive emotions.
‘Therefore, i fee that  have the mindset to adapt to change in any situation. Although, i feel
the workload involved within this new job ole, i too much for me to handle. Hence,
working overtime at home for fee.

‘Coach— You say that you are stressed al the time. Horw s thisstres affecting you?

Ben— Yes,  eel stressed due to having no control over the people | am managing. I feel that
the engineers are doing their jobs really wellto 2 high standard. In terms ofthe services that
are being provided. Although, employee skills are lacking in administration. For exaruple,
when some engineers subit documents regarding a ob complete. There are many errors
within the document or there s information missing. Therefore, | mustrectfy his s01 can
raise an invoice o our clients for our comspany to be paid for that speciic ob. This i also
ausing issues in my home lif in terms of the relationship with my partuer.

‘Coach— Ok Thank you for sharing that Ben,  appreciate you being 50 open. Do you mind
me asking - what the conversations are centred around between you and your partner when
‘you get home from work?

Ben —No problem and of course i don't mind ~ The conversations of ate, come to think of it
- has been mainly work related.

‘Coach—Lam somy to hear that. Have you ever heard of the term ‘work lfe balance?
Ben—No, but it sounds like a time management srategy to me.

‘Coach— Yes,thatis comect.Inshort,work life balance is where a person equally prioriises
the demands from their career and the demands of thir personal ife In my professional
opinion, some of the common reasons that lead to poor work life balance include an increased.
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responsibilty at work: Balancing your professional and work life can be challenging But itis
essential

Ben—Howso?

‘Coach - Often worktakes priorty over everything else i ourlives. Our desire to succeed.
professionally can push us toset aside our own wellbeing.

Ben — I think you are right | have been neglecting my own needs and my relationship with
‘my parter to succeed in my career. Thank you for helping me come to thatrealisaton today.

‘Coach - Make time for yourself and your loved ones. While your job is important, it
should't be your entire ife. You were an individual before taking this position, and you
should priorfse the actviies or hobbies that make you happy;

Ben — Thank you so much. ] thought that must make sacrifices to suceeed but, my health
‘2nd my personal relationships should not have been the sacrifices made.

(Coach~May I suggest when planning fim wih your oved anes,create a calendar for
tomantic and family dates. I may seer weirdto plan one-op-one ime with someone youlve
i, but it wil e that you spen quality time with them without work Ife confict. As
youjst said,ustbecause you want o succeed professionall it oes't mean you should
negiect your health and prsonal relationships.

Ben—Lagree,this is a great idea. For example, when  put tasks and actvites in my diary i
will prioritse 2nd complete them 1 think  have become a slave to my diary, which is maybe
2 good thing. From this day forward, i am going to creste my diary that involves myself my
partuer and way loved ones. T can become a lave to things that make me happy. Thank you
Sor helping me see this,  will now priorifse my mental kealth over aftachments to goals.

‘Coach— My pleasure. Ts there anything in your personal lfe that may impact negatively on
your work ife?

Ben - No, I hink quite the opposite.

Coach - Good. I can not sress enovigh that working long hours can be harmfhl t bath
‘yourslf and your employer. If you bum yourself out mentally, you will be 1o good to
Yoursel or anybody ele. Please take care with this isue.

Ben — Thak you for your concem, I wil be sure to be mindful of that and be sure to
prioritisethis in my diary each day.
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Blocks in others

‘Coach— When you say “quite the opposite’ i would assume that this new job role has
impacted your personl Lfe negatively

‘Ben— Thinking of it would say ray job ole have been a priority over my personal lfe and.
it having impact on my personal relafionships.

‘Coach— When you described the problem to me a few minutes ago. You mentioned that the
engineers in your teams are not completing administration tasks and without the paperwork,
youare not able to raise an invoice for the work that i already completed,right?

Ben— Yes. That i comect, bang on.

Coach— You also mentioned that if you had time to be creative instead of focusing on
‘productivity that you would be able o think of ways to improve processes within your teams.
My question to you i - if you had the time, how would you improve the processes regarding
administration problems with the engineers in your tearis?

Ben — Good question.  have been thinking about his solution a ot but, as mentioned earlier
Seel i ave no control over the engineers” skills. 1 eel that 40% of the engineers have not got
the necessary skillsto complete administrative activtiesor they have simply not been trained
properly to do so. My solution would b to take that 40% of the workforce and retrain them
‘myself. Although, i think the first step s o set clear expectations that the engineers not only
understand but i involved inestablishing a deadline. This allows the engineers the
opportunity to think throsgh what needs to be done and ko long it would reasonably take.
them to completethe actvites thatare involved. This way, it will give each tean the
‘opportunity to discuss which engineer s completing the paperwork afler each job it
‘complete or to let me know i th team lack the necessary administration kil to be able to
comsplete activities on time

‘Coach~Lagree. In my professional opinion, i have found that when employees are involved
in deciding when the task can be completed, they feel a sense of responsbility to complete
tasks and activites. This way, i akes away the perception of unrealistc expectations fom
the manager

Ben - The employees seem to think that ifthe work is complete that the ob is done.
However, ifthe employee fals to provide the required documents by our stzkeholder, we.
simply do not get paid and as previously mentioned i eel 40% of engineers do not have the
necessary adminisration skill o raie these documents for me fo raise an invoice for e job
that has been completed.

Coach —I see. What do you think the solution isto this problerm?
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Blocks in Situation

Ben ~ I think the solution would be to work with the groups of engineers that are lacking on
‘admin skills. T will create a training program via a PowerPoint presentation. Taking engineers
through a series of slides and activiies, outlining 2 step-by-step guide on horw to complete
‘administration work correctly. These slides will detai the information that i required and
‘where to find the information, so that the engineers are able to raise specific documents when
their work is complete. The training course willtake 2-day to complete. The first day would
consist of a PowerPoint presentation with activities — The second day a practical exercise,
giving the engineers the chance to apply what they have leamt I just need to present this idea
to my line manager outlining the problem and the solution o the problem

‘Coach ~ Wow, Sound like a plan. ~ OK. T have 2 questions for you Ben - what resources
would be needed. In terms of -the resources needed to re-train these employees, who are
facking in this department. and does the organisation have to necessary resources to
‘accommodate this?

Ben ~ T have been thinking about ths also. The resources needed would be minimal - T would
sugeest a classroom-based training program, considering the engineers come o the stores
each morning to collect equipment for their jobs. We also have plenty of office space to
‘accommodate the classroom-based training wWith the necessary equipent to present my
training slides. Although, time is a valuable resource considering the engineers will not be
working while training. But I believe this will benefitthe organisation if successful - as it will
create more efficient and effective ways of working More importantly, lessening the
workload for myself

Coach  Thankcyou Ben ~ You are a very bright individual and T admire your work ethic. Do
‘you tmind if i make 2 suggestion?

Ben — Thankyou Leighton, that is very kind of you and no not at al.

Coach ~ Before committing to drafting up or completing a training program. I think that by
outlining the problem and a potential solution to your line manager would be more than
appropriate.  really do admire your commitment! However, this should be done in your work
hours and not at home — Remember Ben, Work Life Balance.

Ben— T agree, thank you for your concem, Leighton.

‘Coach ~ No problem, Ben. Ts there anything you would like to ask or would want o share.
before we agree on an action plan?

Ben —No thank you.
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Action Plan

1. Ithink we both agree that the first step is to arrange a meeting with your line manager - as
soon as possible and raise your concerns regarding the engineers who are lacking the
necessary administration skills in order to complete activities on time, and the extra hours you
have put in to get the invoices raised to meet your aims and objectives.

2. Discussing your solution to the problem with your line manager - as you suggested - by
putting together a classroom-based training program and the resources needed to undertake
further training of the engineers and the benefits of this strategy. Further, it is important that
line managers' and project managers objectives are aligned, but this can be difficult if there’s
little interaction between the two parties which could be a major problem that could have
been mitigated beforehand.

3. Lastly - Adopt a healthier work life balance by creating a calendar to ensure that you spend
quality time with loved ones without work-life conflict. Which is really important.

Are you able to meet again next week at the same time to track your progress, this will allow for work
to be undertaken between each of our meetings?

Ben - Yes, that would be great. Thank you for your help and advice.

Leighton - o problem I am here to help - it was a pleasure to meet you, Ben. I look forward to seeing
you next week.

Ben - Pleasure to meet you also Leighton and thank you for your help and advice.
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