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INTRODUCTION
 

This essay will examine the benefits of coaching and mentoring in the workplace. It will demonstrate and critically analyse the behaviors skills beliefs values and attitudes and their effectiveness in the workplace.  The essay will look at a coaching model, it will describe the usefulness of it, in workplace culture.  It will also explore the types of behaviors needed to run effective coaching and mentoring schemes in the workplace. It will also define the difference between coaching and mentoring,  and ask the question is there a significant difference between the two.  What are the environmental factors and how do they impact the staff and the business?  it will also look at the types of skills needed to mentor or coach, alongside attitudes and behaviors.  
The case study we will use these principles, models, and the theories to the case study of, The view from The Shard, customer services department. As one of the leading tourist attractions in the heart of London, the department has to deal with a variety of customers with different degrees of challenging situations.   It will examine how and if, coaching and mentoring would benefit the business and how it could be incorporated in the day to day running of the department. A company must have a culture first. 
The essay will also use a defined model of coaching or mentoring to evaluate the benefits of these processes for individuals to develop in a workplace environment and highlight how effective has the model been, in addition, what changes need to be made or incorporated if any and what type of metric system is used to provide hard evidence of the percentage of measurable success.  
Emotional Intelligence and leadership, where do they fit in, when it comes to coaching and mentoring?
The essay will then critically analyse the implications of introducing these practices into the customer services department in The Shard.






THE PURPOSE OF COACHING AND MENTORING?
The next section will highlight the relevant literature to the concepts of coaching an mentoring, in order to elaborate the purposes of coaching and mentoring.  
The purpose of coaching and mentoring is according to (Eaton & Johnson, 2001) is to build skills that will create and maintain new and existing opportunities.  Oragnaisational projects, you may have to supervise and monitor the problems through taking ownership.  Developing career prospects, preparing staff for a profound change, without losing sight of the end goal.  Having the ability to overcome and defusing conflict within your team.   
There are slight differences in mentoring, to that of being a coach.  Usually, a mentor is a person who is prepared to share their life experiences and awareness in order to aid other persons growth and development.  Mentors at times may play devil's advocate by igniting a thought-provoking process and requesting the answers to difficult questions.  Here, is where the similarity ends between mentors and coaches, they both possess the soft skill which allows the mentee to articulate their personal ideas.
As stated by (Clutterbuck, 2004) mentoring is something that focuses on a person as a whole.  Nurturing is a long term connection where aims and goals could alter, but it is down to the mentee.  Mentoring is the most cost-effective and sustainable process of adopting and developing aptitude within your organisation. Employees that are talented can be pushed to display a more improved process by exposing them to the improved performance of colleagues. Experience within the workplace can be shared more effectively from colleague to colleague.  Employees from groups that are under-represented in the organisation can be supported and developed by talking to others who have overcome similar barriers. 

(Eaton & Johnson, 2001)  goes on to say that coaching brings out your staffs potential.  It can be used in dealing with problems immediately as a productive pathway to act together with staff, in addition, a tool in the development on a long-term basis.  Coaching is an art form for improvement, to the performance of staff members.  For managers who coach, coaching encourages teams to embrace learning and face challenges head-on.  By creating the surroundings for unremitting progress helps staff to outline and accomplish goals.
In addition (Eaton & Johnson, 2001) claims the coaching process limits the gap amongst individual or team levels of the present performance levels and the place staff members strive to reach. 

According (Garvey, et al., 2010) coaching is an ongoing partnership that has been developed to help people in their professional and personal lives.  Coaches and help to enhance the quality of our lives.  Coaches observe and modify our natural skills and assets, therefore the overall solution is strategically created to fine tune the skills that the person already has.  Coaching is usually a short term process and focuses on specific areas of weakness for improvement.




Coaching And Mentoring Activities
(According to lecture notes) there are various activities that coaches and mentors will use to support the person being coached or mentored.  Highlighting the reasons why your organisation may benefit from coaching or mentoring, for example,  The business needs to manage the environmental change internally and externally.  Executive planning, when there is succession within the organisation and people are climbing up to other levels of leadership.  Performance, enhancing performance levels within the organisation enables you to keep ahead of your competitors.  
Developing your skills, to coincide with a job change, or for personal reasons to support your ambition and present and future aims.  The above is structured by tools such as questionnaires, the answers will allow the coach to ascertain the coachee’s thought process and adapt it according, brainstorming, will release random ideas.  Informal discussions will put the potential coachee at ease, to reduce the feeling of thinking under pressure, using open questions.
[bookmark: _GoBack]Components of a Mentoring Program Even though a mentoring relationship usually develops progressively, mentoring combines a number of methodical steps, for example recognising the mentee’s needs and interests, secondly creating a mentoring strategy or arrangement thirdly being available to assist as the mentoring strategy is implemented and lastly assessing the mentoring strategy’s usefulness. Identifying the mentee’s wants or interests transpires through relaxed discussions, by observing, questionnaires, (Gordon, 1991) interviews that are semi-structured or self-assessments, Each technique has rewards and disadvantages, a complete style combines an assortment of methods. however, an organisation may choose a speciﬁc method or methods founded on the aims of the organisation’s mentoring program, the amount of structure or formal input depends on what the organisation implements for mentoring, and the scope of mentoring in the organisation. A transparent and concise pact between the mentee and the mentor about the aims of the relationship is a vital basis for a good mentoring connection. The contract can be defined accurately in a transcribed contract or proposal, or it may simply be delineated through a casual discussion that concludes with a shared spoken contract. The mentee and mentor agree on the type of  support and help that is most desirable, articulate expectations that  are realistic for the relationship, and pinpoints the actual skills and facts that the mentee would like to acquire as well as the intangibles the mentee would like to be open to or obtain   As with various planned courses, the mentee, and the mentor deliberate what schedules are desirable to achieve the mentee’s objectives, and the timelines for each action targeted, and the means needed to complete chosen objectives. They also decide to uphold conﬁdentiality and agree on the length of the mentoring relationship, and how often the contact or meetings, will take place, the obligation each person will capitalise in the association and the roles of the mentee and the mentor (Murray, 1991)


Defined Model for Coaching or Mentoring
In this section, the essay will consider the aspects of using a defined model to support and critically evaluate the benefits of developing people within an organisation.   
(Egan, 2002) Egan’s skilled helper model, this model is routinely called upon in situations where coaching is the objective to instill empowerment and lasting change.  Empowerment will aid people in managing their own problems more efficiently, with the added advantage of developing dormant opportunities wholly.  
The model consists of three levels, Exploration, Challenging, How to achieve what you want.  The primary task at hand is to discover what your coachee or mentee’s story is about.  Things that occur in their words, and then summerise, omitting a verdict. This will involve, Giving your full attention, with positive body language.  According to (Eaton & Johnson, 2001) displaying disagreement through body language, such as a frown and a hunched disposition, may come across as scepticism. (Egan, 2002) listen actively lean forward and focus on what is being said.   According to  (Borg, 2007) be a good listener is crucial, of all the facets of communication, having the ability to listen is of great importance.   The power in persuasion starts with the skill of hearing what other people say.  (Egan, 2002) says having empathy and acceptance.  It is important to disengage from your personal judgment about what had been said.  Your view is not relevant at this time, especially if you want the person to open up.  (McNamara, 2010) Empathy is a critical skill for you to have as a coach, trainer or consultant.  It contributes toward an accurate understanding of your clients, their perceptions and concerns. (Egan, 2002)Summarising and paraphrasing, to clarify you comprehend what was said.  (Borg, 2007)  Paraphrasing lets the person see what they have conveyed from another viewpoint, you are not adding anything to the message you are just returning what you received.  (Egan, 2002)Focusing helps you aid the person in dealing with what is more vital, it helps to uncover gaps and blind spots.  Questioning, probing using worthwhile questions, such as: what are your feeling about that? What were you thinking at that time? And what was that like? (Eaton & Johnson, 2001) use coaching tactics, question the person about their experiences in the past, find out what they learned from them.  If the person is thinking narrow-mindedly challenge it, but give praise to build on person self-esteem.  QUESTION, CHALLENGE, PRAISE.  
Stage two, of Egan's model, is challenging current views, one subject at a time.  It is important to encourage the person to look at an issue from a different angle.  Thus the questions are put in a thought-provoking manner, such as, what do you think this may look like from someone else’ point of view?  In this particular situation, what do you see is a problem for you?   If you were to describe somebody else in this circumstance, how would you do that? Setting goals, this is the point where you move the person from being trapped by recognising an area of concern in which improvement can be made. (Egan, 2002)
Stage three, of Egan's model, is the plan of action.  Questions that may be useful to execute stage three are: What are the conceivable ways to move forward in this particular situation?  Which of these feel best suited for you? What will you stand to gain if you achieve this?  What will you choose to do first, and what is the time will you set? (Egan, 2002)
According to (Egan, 2002) your objective as a coach is to transform worthy intentions into real results. Therefore it is vital to assist in enabling the person to set targets that are 
Benefits of Defined Model
S.M.A.R.T smart, measurable, achievable, realistic and time-bound.  At the end of a coaching or mentoring session, agree on the next meeting, and as such confirm whatever was agreed at the last meeting regarding targets was done.  If they have not accomplished a target, do not critique, but remind them of the commitment they agreed to when you last spoke.
The benefits of using Egans Skilled Helper Model, according to (Wosket, 2006) The skilled helper model of counselling is hugely influential in the helping professions. Egan's Skilled Helper Model brings a number of new and challenging perspectives to bear on Egan's work and makes a major contribution to the development of this problem-management and opportunity-development approach to helping.

A review from (Fear, 2015)  regarding, Gerard Egan. The Skilled Helper. States that the book is in its tenth edition, and essentially the model and the core components have basically stayed the same. The claims this model is timeless that can adapt to any situation and circumstance. Don’t be put off by the word ‘Helper’ in the title. If you want to progress in your personal performance within an organisation you are going to have to help people to get you there.
This author makes a strong point and gears all their positive responses to using The Skilled Helper Model by Egan as the centre of all coaching and mentoring in the author's estimation.  The model is flexible enough to fit any criteria.  Before going on to look at another authors point of view, it is important to be aware that this model may not suit the type of organisation you have or the type and style of staff that you employ, workplace culture plays a major role. For example, (Grant, 2016) states coaching is used increasingly in organisations today.  A trademark of the second generation the 2000s methodology is organised in a step-by-step branded ‘Leader as Coach’ performance-focused training program. This robotic approach does not meet the challenges of a contemporary organisational framework where doubt and quick change are thestandards. This article describes the third ‘generation’ approach to coaching in the workplace that is progressively apparent. This is an approach that overtly focuses on improving both the performance, in addition, the well-being of organisations and people in ways that are personally meaningful and sustainable.
A review of this model that stated the pro’s and con’s of Egan’s Helper Model as follows, (Writing, 2011) states this model is fluid allowing the client to move more easily in and out of the three stages. There are no restrictions so the person is able to revert back to stage one even though they have advanced to stages two or three the Questioning process, has flexibility in it, therefore, all subjects are not bound or required to answer the three main questions. And believes ‘any of the counselling theories may be applied whilst implementing this technique’.

(Writing, 2011) goes on to praise the use of the SMART Goals in the positive section, and adds if one of the Goals collapses during the final stage, Stage three, the process is considerably weakened and may start to fold, taking the client in the wrong direction which would mean having to articulate the goals again. If the Goals become unrealistic or unachievable, it will be necessary to reassess and redevelop, this hinders the progress and conclusiveness of the model for the client.
In contrast to the previous author, the main focus for this author is their paramount concern with the gaps in Egan’s Helper Model.  The author feels that the person involved in the coaching sessions will slide between stages one to three at any given time.  As stated by the previous author (Fear, 2015) stated that if you want to progress within your organisation, you have to be open to constructive help to get you there, in this way with consistent follow-ups it should keep the person stable in any of the three stages.  As it states in stage one by helping the mentee or coachee uncovering areas that are not easily seen with help will keep them moving in the right direction.  The author considered the Questioning process as not being bound, and the author feels that the person is not at liberty to answer any or all of the questions and any of the theories can accommodate the person.

On a positive note, the author offers praise the use of the SMART Goal in the planning of stage three, then goes on to say if any of the GOALS are not met it will collapse and cause unrealistic outcomes.  According to (Fortgang, 2001) the coach has developed into a ground-breaking scheme.  The coach will ask you questions, as you answer them the coach will help you define your best life.  The coach will advise you how to sift through the information, that sometimes magnifies itself as surplus data, in order to bring together the information people need to know to live a more fulfilled life in today’s society and globally.

The benefits of introducing and using a defined model for developing individuals, within a workplace setting according to (Nguyen, 2010) Overcoming time-consuming and costly performance issues.  Strengthening an employee and their personal skills., so that you can delegate tasks and effectively focus on more vital managerial tasks.  Boosting output by helping your employees perform smarter.  Coaching allows you to develop an in-depth network of talent, who are able to take over a managerial role as you as a manager moves up the corporate ladder.  Thus improving retention, employees are more driven and loyal when senior management takes the time to invest in their personal skills.  Making more use of the organisations resources to minimise costs of formal training.  When employees receive coaching they are able to build and gain valuable skills and understanding.  With these assets, they are able to move on in their career.  Employees have an internal support system, in addition, their line manager and organisation support them.  Employees also have a sense of pride and satisfaction when they have completed a task well that consisted of new challenges.  






Knowledge, Skills,  Attitude, and Behaviours

According to (Schwartz & Davis, 1981)  It is apparent, that corporations that are well run, possess organisational cultures, in addition, these cultures are very unique to the style and are someway accountable for their capabilities to generate, maintain and implement, their global leadership positions. It is said that all that is needed is to acquire an impression of how the different cultures of the competitive business world manifest themselves, is to spend time visiting companies. There are significant patterns in the trivialities of differences in jargon style and dress but there are underlying activities taking place also. There are characteristic ways organizations make decisions, that relate to bosses and choosing people to fill significant positions. 
As stated by (Clutterbuck, 2004) mentoring is something that focuses on a person as a whole.  Nurturing is a long term connection where aims and goals could alter, but it is down to the mentee.  Mentoring is the most cost-effective and sustainable process of adopting and developing aptitude within your organisation. Employees that are talented can be pushed to display a more improved process by exposing them to the improved performance of colleagues. Experience within the workplace can be shared more effectively from colleague to colleague.  Employees from groups that are under-represented in the organisation can be supported and developed by talking to others who have overcome similar barriers. 
According to (Dent, 2012) being a leader has significant benefits of coaching and mentoring, for example, a sense of accomplishment to witness others grow.  There is also a feeling of satisfaction on a personal level.  The added mindfulness of your staff member or follower’s abilities and skills.  Building stronger relationships with others and the opportunity to demonstrate a vested interest in developing staff giving them a sense of feeling appreciated and valued.  (Dent, 2012) also states coaching is a method of providing people with the tools of self-development.  There is not a certified formula for success.  It is a variety of practices that leaders embrace. 

According to (Gallacher, 1997) At the workplace, coaching and mentoring is used when the management finds that there are working individuals who need to enhance their potentials to perform better in their jobs and to be more productive. There may be skills that need to be strengthened, lapses in working behavior and issues with performance output corrected at certain employees. Once this is assessed, these employees will be recommended for coaching. The coaches are usually the supervisors and managers. The company may even have a delegated coach for that particular department.
The coach or mentor plays a very important role in transferring knowledge to the individual and helps the person in enhancing his personal and professional growth. The following reasons explain the importance of coaching and mentoring to the people who are conducting it.
Components of a Mentoring Program Even though a mentoring relationship usually develops progressively, mentoring combines a number of methodical steps, for example recognising the mentee’s needs and interests, secondly creating a mentoring strategy or arrangement thirdly being available to assist as the mentoring strategy is implemented and lastly assessing the mentoring strategy’s usefulness. Identifying the mentee’s wants or interests transpires through relaxed discussions, by observing, questionnaires, (Gordon, 1991) interviews that are semistructured or self-assessments, 

Each technique has advantages and disadvantages, a complete approach combines an assortment of methods. however, an organisation may choose a speciﬁc method or methods founded on the aims of the organisation’s mentoring program, the amount of structure or formal input depends on what the organisation implements for mentoring, and the scope of mentoring in the organisation. A clear and concise agreement between the mentee and the mentor about the aims of the relationship is a vital basis for a good mentoring connection. 

The contract can be defined formally in a written contract or proposal, or it may simply be delineated through a casual discussion that concludes with a shared verbal agreement. The mentee and mentor agree on the type of  support and help that is most desirable, articulate expectations that  are realistic for the relationship, and pinpoints the actual skills and facts that the mentee would like to acquire as well as the intangibles the mentee would like to be open to or obtain (Bozarjian et al., 1993). As with other planned courses, the mentee, and the mentor deliberate what schedules are needed to accomplish the mentee’s objectives, and the timelines for each action targeted, and the means needed to complete chosen objectives. They also decide to uphold conﬁdentiality and agree on the length of the mentoring relationship, and how often the contact or meetings, will take place, the obligation each person will invest in the relationship, and the roles of the mentee and the mentor (Murray, 1991).
Mentoring on the web and coaching can be used alongside particular models, if time zones are a factor this can be beneficial. (Byham, 2000)
Coaching is a key competency for leaders, the development of new leaders is now more vital.  Coaching is recognised more and more as one of the most important of key competencies, they effectively cultivate future leaders.
(Duhig, 2012) coaching philosophies, the key to success is to change people or team members habits.  Stop making decisions in motion, react habitually and automatically.  A champion does not do things that are extraordinary, but basic things without over thinking them.  People have got to the position they are by building habits, nobody is going to change these habits because they have been told to, thus rather than creating new habits, it was better to change the old ones, as these were inbuilt.  There are three steps to habits, the cue, the routine and then the reward.  A golden rule of habit change, through studies, have proved this is a powerful tool for creating long-lasting change.
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Components of Coaching
Components of Coaching In one model of coaching designed for early intervention professionals (Gallacher, 1995), participants implement the coaching process by interacting around a cycle of six steps. Sometimes each step occurs during separate interactions, while at other times, steps occur almost simultaneously within a single interaction or across a few meetings. The duration of various steps depends on participants’ wishes and the scope of the early intervention practitioner’s interests. The six essential steps of the cycle are the following:
1. The primary Interest, an expert either partake in a formal learning activity or realises a current early intervention exercise that he or she wants to smooth out and, therefore, becomes interested in establishing a coaching relationship. 2. Planning,  the coach and the early intervention specialist meet to articulate a plan for the purpose of a coaching cycle. 3. Gathering Information,  the inviting specialist determines or offers information in relation to a highlighted skill or early intervention exercise, and the coaching partner gathers information by observing, a direct interaction, a review of videotape or audio, or a review using written tools. 4. Analysing,  partners individually analyse information gathered in Step three.  and deliberate on how to move forward to achieve the specialist’s aims. 5. Conferencing, the coachee implores the specialist’s reﬂection on Step three and Step four as a joint enterprise of the information collated and reviewed his or her analysis of the data. The joint enterprise will go on to discuss consequences of the analysis, and consider a course of action the specialist may undertake, and discuss whether a repeat coaching cycle to pursue a related question or interest may be beneficial. 6. Review of coaching, the joint enterprise discuss the usefulness of the coaching cycle they have just accomplished and reflect on what to do differently next time if targets are not met or executed.  


The View from The Shard – Principles, Models and Theories
This essay will go on to assess and analyse the benefits of incorporating a coaching model it the customer services department and the business in its entirety. 


 
                          MENTOR                                  COACH
	HEAD OF 
CUSTOMER 
SERVICES
	WOULD BENEFIT FROM BOTH AS CAN BE QUITE  SENSITIVE.

	SUPERVISOR
	UNABLE TO BE OPEN-MINDED AND  CHALLENGED HEAD OF CUSTOMER SERVICES. WOULD BENEFIT FROM A MENTOR

	CUSTOMER
SERVICES
ADMINISTRATOR
	ADMIN PERSON – NEW TO THE DEPARTMENT, LEFT WORK STRESSED DUE TO THE FRICTION BETWEEN  HEAD OF DEPARTMENT AND SUPERVISOR WOULD BENEFIT FROM COACHING

	CUSTOMER
SERVICES
ADMINISTRATOR
	ADMIN PERSON WORKED WHEN HEAD OF DEPARTMENT S DAY OFF AND COVERED THE WEEKENDS ALONGSIDE HEAD.  DID ALL THE EMAILS AND TICKETS, HEAD OF DEPARTMENT WAS ABLE TO CONCENTRATE ON OTHER THINGS STRESS LEVELS LOW. WOULD BENEFIT FROM COACHING

	CUSTOMER
SERVICES
ADMINISTRATOR
	COVERED VARIOUS SMALL DAILY DUTIES, WORKED ALONGSIDE NEWEST MEMBER OF THE TEAM, WOULD BENEFIT FROM MENTOR

	
	
























By Student

The customer services department would greatly improve with a coaching system, from the HR department  (human resources) leading this project.  It takes a specific kind of person to lead a transition into coaching, and the managers would have to learn to be impartial.  The visitor attraction was a new business, and the skills that people came with was working in the tourist industry as tour guides.  The managers would need intensive training to learn the skills.  The View principles were to lead by command and not request and they were unable to develop trust. The customer services department had skilled employees, each person portraying their strengths on a daily basis.  It was evident that the staff were unable to camouflage their shortcomings, as the customers would email their disapproval if a situation or problem was not rectified to their satisfaction.  
The customer services department would benefit from a coaching model such as Egan’s Skilled Helper Model.  For example, the three initial questions asked would be answered from an administrators point of view.  
What is going on? The department has deep fractures in the working relationships of two of the main members of staff.  It is making it a difficult working environment and growth is slow. The particular members would benefit from developing emotional intelligence, according to (Eaton & Johnson, 2001) prompt your staff to reflect on experiences and learn from how they felt.  Give constructive feedback that helps people see themselves through other peoples eyes, and dampen defensive thought patterns.
What do you want instead? Instead of the daily battles and taking time out to calm down, both members of staff need personal mentoring sessions to re-evaluate their place in the department.  A coaching program for the new member of staff would benefit so their goals and accomplishments can be properly outlined.   
How might I achieve want I want? This could be achieved by the department reviewing the two yearly reviews, which set your personal key performance indicators, in relation to the business, but not personal growth.  According to (podcast, 2013) changing reviews as they are less informative.  The culture of coaching is not everyone's objective some people prefer a more fluid interaction for the benefit of communication.
This would be difficult to measure, as the department's attitudes and behaviors were positive towards the customers, however, it could be measured on the internal scoring system that was in place, that all departments such as the security department, and the retail department, but the scoring was joint, so was not realistic.  
The View from the Shard would benefit from changing their mindset. This could be achieved by according to (Koran, 2011) how you set about it is changing yourself first and foremost.  Changing your way of processing thoughts, your approach to life.  





Conclusion
According to (Dent, 2012) coaching and mentoring are vital roles for leaders in today's society.  (Borg, 2007) Using our inbuilt skills to compete in the workplace.  The soft skills or nonverbal is an effective interpersonal skill, to display empathy. (Byham, et al., 2000)Pooling employee coaches together will involve them learning from each other.  The majority of managers feel the best to coach is when something goes wrong or a person has failed. It is beneficial to teach staff to anticipate to reduce the failures.   
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