3C003 – Core Behaviours for People Professionals

Task 5 – Fact Sheet

1. Explain why learning and development activities are of benefit to the sales assistants and Clean Quarter Ltd (AC 6.1)
Learning and development activities benefit Clean Quarter Ltd because the company will be able to better retain workers – those who have better opportunities for development and progression are more likely to remain with an the company.  This will lead to reduced costs associated with recruitment and onboarding new staff.
If there is a culture of learning and development within a company, this can lead to workers feeling more empowered to suggest and carry out improvements because they have the relevant knowledge.  If sales associates have more or continuous training and development opportunities they will usually perform at a higher level of efficiency, which can influence customer loyalty and therefore help to drive increased revenue.
The benefit to the sales assistants are that they have access to new and current information and practices associated with their roles which will lead to increased competencies and thereby opportunities for progression.  
In addition to the benefits the employee will have by virtue of being better skilled and understanding of their role, there can also be a psychological benefit that they feel more valued that the organisation is taking the time to help their development, thereby there is an increase in motivation, dedication and engagement.

Learning and development activities benefit both the employee and employer, as they provide the employee with the skills required to work more effectively and efficiently, which in turn will benefit the employer who will see increased performance and productivity from employees.  Additionally, upskilling employees can encourage them to progress further within an organisation.

2. Describe different types of learning needs and why they arise for the sales assistants and Clean Quarter Ltd (AC 6.2)
Learning needs can be identified by means of a learning needs analysis which is an ongoing process taking into account the needs and requirements of the organisation with regard to existing skills and capabilities of employees and comparing them to what is required to keep the organisation moving forward.
These needs can take many forms – where there is a shortfall in the current skills of employees, leading to a potential gap in future performance requirements; where there are new products or processes or workflows, these need to be factored into the development of the workforce so that they can be integrated as seamlessly as possible; changes in legislation can lead to a need for further training in order that the organisation remains compliant.

Where there is a shortfall in an employee’s current skills, it is important to identify these areas as soon as they become apparent, so that they can be addressed.  In this way, gaps in knowledge can be filled before they become a more major issue.
New products will also need to be learned, in order that they can be sold more effectively, rather than staff having a generic knowledge of cleaning products in general, a more in depth knowledge of the specific items is important.
When legislation changes, it is important for both Clean Quarter Ltd and it’s employees that they remain compliant and within the law, so that there is a reduced risk of breaching the law or falling foul of practices that are no longer allowed, as not having knowledge of changes is not an acceptable excuse.
Personnel often have a desire to achieve and to learn in order to progress, and this must be taken into account when creating a learning and development programme.


3. Summarise different face-to-face and blended learning and development approaches, including facilitation; training; coaching; and mentoring (AC 6.3)
There are multiple different approaches to learning – 
Training in this context is a structured approach to learning, generally with a framework within which the curriculum is set, which may take the form of a series of sessions within a programme.  It may equally be just one session, but one where there would be a trainer leading the session who has an in depth knowledge of the subject area.  Learners should be encouraged to engage with the trainer so that it is not just a “one-way” experience.
Facilitation is the process in which the learner is given more autonomy to learn in their own style, withing given parameters and being given direction by the learning provider.  It can work well where the learner already has knowledge of the subject area and can make some decisions about how to progress.
Coaching is broadly similar to facilitation in that there is less emphasis on more traditional teaching techniques, but will involve a greater degree of coach/learner interaction.  The learner should be able to manage their own performance and learning style, with the coach guiding them along the way.
Mentoring generally involves colleagues within a workplace guiding one another, usually a senior member of the team guiding a junior, but it can also take the form of “peer mentoring”, when the two people involved are at the same level within the organisation instead of the mentor having more experience or seniority.  “Reverse mentoring” is where the mentor is the more junior or inexperienced of the two people, which can be beneficial because they will often look at things from a different standpoint and with a fresh pair of eyes, and therefore see things that need to be addressed differently.
Blended learning brings different forms of learning together, and can encompass multiple methods, including a range of one-to-one or group sessions, both of which can take place either face to face or online.  This can help with the appeal of learning as there’s not such reliability on one method, which may not suit everybody.

4. Explain how, in the design and delivery of learning and development initiatives, individual requirements and preferences must be accommodated. (AC 6.4)
People have different learning styles and ways of assimilating information,  and this must be taken into account when designing learning programmes.  While it is not possible to accommodate all requirements all the time, every effort should be made to support all employees to thrive.  In order to do this, the learner must be prepared to be clear about how their learning needs are addressed in the best way for them.  This may take the form of having a one to one conversation with them to ascertain what has or hasn’t worked for them in previous learning environments, whether there are particular methods that they like to use.  It also needs to take into account existing knowledge and skills so that they can access the learning effectively – there’s no point in asking someone with very basic computer skills to undertake a fully online training course with no support.  It also needs to be ascertained how much the leaner actually wants to learn, as this will have an impact on the participation and outcome.
Learning should be accessible to all, and may therefore need to be tailored to those with additional needs or disabilities, as well as being pitched at the right level for the trainees.

5. Discuss at least two methods of evaluating learning and development and its impact. (AC 6.5)
The impact of learning and development can be measured by setting a baseline before any development practices have taken place, and then reassessing afterwards, in order to ascertain whether the programme has had any effect on performance.  This could take the form of staff surveys with set measurable questions that will give an indication of success.  This could be either measurable in the form of numerically scored questions, or qualitative in the form of personal opinions and general comments.
Another evaluation method is to actually ask the learners/employees how they feel their learning has impacted their working practices, and use this to shape further development programmes, if there are any shortcomings, or whether things could have been done better.
One method of evaluation of  learning can be described by Kirkpatrick’s four levels of evaluation:
1. Reaction – How the learner reacted to the activity, their engagement and whether they enjoyed it.
2. Learning – Whether the learner acquired the intended knowledge or skills, and whether the activity achieved the intended learning objectives.
3. Behaviour – The extent to which the learner’s behaviour has changed due to the learning, and whether they are putting the learning into practice in the workplace.
4. Results – How much has changed, either behaviours or more tangible measurable improvements can be seen in the workplace, and whether the training has been worthwhile for the organisation and for the learner.
In order for this to be useful, the timing of evaluating the learning is important – while the reaction to the training can be seen at the time, the other three levels are much more important to be assessed later on, once the learning has had time to take effect, and any impacts can be seen.
The Brinkerhoff success case method involves finding cases where individuals or teams within a workplace have benefitted from the learning, “Success cases”, which could be identified by use of survey data, performance and operational reporting, or through word of mouth.  These are then investigated to see if these perceived improvements are due to the learning or other factors.  As a part of this, it is also important to consider individuals or teams where the learning does not appear to have had the same impact, “Non-success cases”.  Following the analysis of the success cases and non-success cases, it may then be determined where the learning may be improved.
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