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[bookmark: _Toc48946810]Introduction
This report will be carried out using Harrods as a case study. A customer service representative at Harrods has been chosen for a plan to be created so that the personal development needs and expectations of the customer service representative who is a colleague at Harrods can be identified. The report will make a critical evaluation of the development vehicles that are available to Harrods and an explanation to the extent by which these are appropriate in meeting the development needs of the customer service representative. The report will also develop a plan to allow for the development needs and expectations of the customer service representative which has been identified. 
[bookmark: _Toc48946811]Overview of Harrods
Harrods is a global brand that is recognised around the world. Its main store located in Knightsbridge since 1849 and consists of over 1 million square feet and is made up of over 330 different departments. Harrods has a global reputation and prestige which comes from its brand values which includes Luxury, British, Sensation, Innovation and Service. Harrods employees play a pivotal role in the brand values of Harrods being upheld. This is because they are the public face of the organisation and have the responsibility of interacting with different stakeholders which include senior managers and suppliers and customers while ensuring that the daily operations of the organisation are carried out. To achieve this, Harrods employs over 4000 employees and have also 3,500 concession and agency employees. The owners of Harrods, Qatar Holdings make the recognition that when its employees are engaged they will be happy and be more consistent in their performance and will also want to progress in their careers at Harrods and this will result in the business being successful. For this to be achieved, Harrods makes use of the Human Resource Department so that employee engagement can be increased and this has resulted in the positive change of the culture of the organisation so that the business is enabled to meet the employees’ needs while also ensuring that the values of the organisation is maintained. 
[bookmark: _Toc48946812]Critically evaluate development vehicles available to Harrods and explain the extent to which they are appropriate in meeting the development needs of the individual.

There are a number of development vehicles that are available to Harrods so that the development needs of the customer service representatives can be met. These include training, development, education, training plan and reward incentives and these will be critically evaluated below. 
Training 
According to Armstrong (2012), training is defined as the process which is used in a systematic way to improve the knowledge of the organisation’s resources. It involves developing skills by undertaking development of skills along with instructions along with undertaking practical activities with the objective of having improved corporate performance (Goldstein and Ford, 2002). The benefits of training include having a targeted approach where trainees are able to learn something and then apply it to the job roles and responsibilities. For example, the customer service representatives learns about personal selling and then apply this when they are selling to Harrods customers so that brand values of sensation, luxury, British, service and innovation can be achieved. Training is important for Harrods as it helps to improve services and achieve high service standards. It also reduces mistakes and improve efficiency which enables the organisation to save on time and cost and communication and relationships are improved (Harrison, 2009). 
 The process of training begins with goals and objectives being set by the organisation after which period evaluation is carried out to help determine if these needs and objectives are being met (Armstrong and Taylor, 2014). During this time, the HR manager for Harrods which ensure that they document the customer service representative performance and this is a part of performance management (Hutchinson and CIPD, 2013). The HR manager has responsibility to undertake performance management in the organisation to ensure that the strategic plans of the organisation are being met by the employees. According to Hutchinson and CIPD (2013), performance management is the process which involves the managers and employees communicating with each other regarding the planning of work roles and responsibilities, monitoring and reviewing of the employee’s work so that a determination can be made regarding any gap that exists between objectives and performance standards. For example, the customer service representative must have knowledge about product specification about makeup and if they give wrong information on a number of times then it means that their performance are not meeting objectives and  the values of Harrods and thus training will need to be provided. 
The performance management process is a continuous one and performance management is much more important than an annual performance review meeting between the employee and management (Hutchinson and CIPD, 2013). Planning, training and reviewing employee performance is the process which is used as part of development vehicles which are available to Harrods to ensure that employees’ performance are continuously meeting the standards set by the organisation (Anthony et al., 2002). 
The Gap Concept
According to Goldstein and Ford (2002), the Gap Concept in training is about establishing what needs to be done in terms of training by identifying actual performance against objectives that were set and then to identify the performance Gap and then make a determination as to the training that is required to reduce the Gap and to meet the performance objective. 
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This is important to performance at Harrods because at Harrods, the customer service has roles and responsibilities which include working on the shop floor and interacting with customers, being courteous and demonstrating high levels of productivity. For example, Harrods require for customer sales representatives to have sales target to drive sales so that sales can be achieved through personal selling. If the customer service representatives have a sales target of £30,000 for the month and they are at £25,000 at the end of the month, then there will be a gap of £5,000. Therefore, training would need to be provided in personal selling such as face to face interaction, personal selling skills and upward selling skills o that the gap can be closed. 

Once this gap is identified, the HR manager has the responsibility to do something about improving the performance. Where the decision is taken that training is needed, it means that when training is considered the different types of training such as lectures, coaching and mentoring, seminars, sandwhich courses to name four are considered (Armstrong and Taylor, 2014). 

The ASK Concept
While the Gap concept is the process which is used to identify gaps and then determine the type of activities that can be used to fill the Gap so that performance can bring about the expected results; the ASK concept is then used to separate the themes which are based on the Gap concept (Riley, 1996). 

Attitudes, Skills and Knowledge are ranked based on difficulty and by this it means how difficult is it to develop the employee to achieve the attitudes, skills and knowledge which are required to improve customer service at Harrods (Greer, 1995). 

Attitude is defined as the position, mannerism and feeling that an individual has and by virtue of this when interaction takes place with other people, the attitude can be one which gives off a positive or negative feeling (Riley, 1996). This may be moderate in terms of difficulty to develop as a customer service representative at Harrods. Therefore, planning has to be carried out to determine how the HR manager intends to make improvement. Skills are those abilities and expertise which are used to give the individual the ability to execute the role or performance. The role of a skill that the customer service representative include good communication skills, personal selling skills, and product knowledge skill which can improve their competence and adaptability to bring about improved sales within the organisation. This can be ranked as difficult and so this needs to be focused on during the planning process as it requires in-depth focus. Knowledge is defined as the information, facts, education, experience, theory and practical understanding of subject matter to enable the individual to know how to do something (Armstrong, 2012). It is important for the customer service representative at Harrods to have product knowledge so that they can recommend products to customers which will increase sales. The level of difficult is moderate and so the HR manager has to ensure that training is provided in a way that allows for this to be addressed. 

Key performance Indicators (KPIs)
KPIs are those metrics which are used by HR to determine how effective the organisation’s employees are meeting objectives. There are quantifiable measurements which are used to gauge the performance of the company and specifically management will use KPIs to make a determination whether the strategic financial and operational objectives are being met (Leatherbarrow and Fletcher, 2014). Harrods main competitors include Harvey Nichols, John Lewis, Selfridges and Debenhams. Harrods has to measure their revenue which in 2019 was at £869m. This has to be used to determine if competitors are outselling them and determine if the employees are doing what they are supposed to do in terms of the customer service representatives are doing what they are supposed to do in terms of sales so that Harrods can be competitive. 

Participation, repetition, relevance, feedback and transference are five principles of learning and these will be discussed below. Participation involves the customer service representative learning by doing such as carrying out the process of personal selling and learning from this experience to improve their skill (Riley, 1996). Repetition is where ideas and concepts are repeated and this will help with the customer service representative being able to learn. This could include the customer service representative carrying out personal selling over and over again to improve on this skill (Armstrong, 2012).  Relevance is where the individual is able to learn better from having material which is related and meaningful. Transference is where simulations are used to reflect on real world situations which allows for learning to take place. Feedback is where the customer service representatives are able to ask for it and then allows for training methods to the audience to be adjusted (Bee and Bee, 2004). 

Kirkpatrick Model – Four Levels of Training
The Kirkpatrick model is used to analyse and evaluate training and educational programme results, taking into account style of training which includes formal and informal and then to determine the aptitude based on four levels criteria (Armstrong and Taylor, 2014). When training is to be developed for the customer service representative at Harrods, the training is measured based on four levels. 

The first is reaction which is to determine if the participants like the particular training and how they feel and this can be done by interviewing them or giving them post training questionnaires. Learning is evaluated to gauge the level of the participants and how much knowledge and expertise they develop, and this can be evaluated using exams, interviews and assessments (Armstrong and Taylor, 2014). Behaviour evaluation seeks to answer the question as to whether the learning was attended by the attendees and this is done after the training programme is completed. This will help to determine, skills, mind set and knowledge developed to be used in the organisation. This is normally done at least 3-6 months after training is completed.  Results are evaluated to determine what was the final result of the training, such as how successful was the training and this can be used to determine if the learning contribute to the development of the customer service representative such as if they are able to meet or exceed their sales target of £30,000 which was set (Armstrong, 2012). 
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1. Assessing training needs
Training needs analysis using an internal approach such as gathering survey from the customers to determine the level of interaction between customer service representatives and the customer and the sales level. Evidence from gathered from this is to realise that the customer service agent is not meeting the sales target and complaints about bad staff attitude and not being courteous. 
2. Preparing training plan
This is a one year training plan. The training will achieve improved sales by the customer service representative being able to improve the amount that they are contributing to sales and also to improve the interaction with customers. 
Training calendar
	Activities
	Sep 2020
	Oct 2020
	Nov 2020
	Dec 2020
	Jan 2021
	Feb 2021
	Mar 2021
	Apr 2021
	May 2020
	Jun 2021
	Jul 2021
	Aug 2021
	Sep 2021

	Sales techniques - Personal selling
	
	
	
	
	
	
	
	
	
	
	
	
	

	Communication Skills
	
	
	
	
	
	
	
	
	
	
	
	
	

	Product Knowledge
	
	
	
	
	
	
	
	
	
	
	
	
	

	Job Competency
	
	
	
	
	
	
	
	
	
	
	
	
	



3. Specifying training objectives
1. To improve the sales techniques of the customer service representative within 4 months.

2. To have increased sales revenue brought in by the customer service representative so that they can meet sales target. 

3. To ensure that job competency of the customer service representative is improved within4 months. 





4. Designing the training programme(s)
This will be done at Harrods as well as off-site. Instruction methods will include qualified trainers who will carry out the training and the training will last for approximately 3 months. 
5. Selecting the instructional methods
The training programme will be onsite training which includes coaching. The line manager will provide the coaching for the customer service representative two days per week. 
Off-site training in the form of lectures, interactive video training and seminars will also be provided by trainers from CIPD 3 days per week. 
6. Completing the training plan
Target group – Customer Service Representative
Topic – Sales techniques (personal selling), communication skills, product knowledge and job competency. 
Method – Discussion, group work, presentations and brainstorming and tests and assessments. 
7. Implementing the training programme
The customer service representatives who have the gaps will be identified and notified for training to be carried out. They will be notified by emails, and face to face meetings by the line manager. 
8. Evaluating the training
To evaluate the training programme, post training tests, survey and 360 degrees feedback forms will be used. 
9. Planning future training 
Keep the good things that were done from the past training sessions and make improvements to future training based on feedback provided by trainees and trainers. 
[bookmark: _Toc48946814]Conclusion
As part of HR role, there are different development drivers that can be used such as KPI and the GAP concept to ensure that the identified needs of an employee are met. There is a need for training to be planned so that performance can be improved and then ensure that training is evaluated so that it can be improved for the future. 
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