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The following report was asked by the management on the 13th of November, 2023 for the 8th of December, 2023, to evaluate the need for a coach and if it benefits an internal coach or an external one would be more advantageous.

The first section will define coaching and mentoring with differences and similarities, it will discuss some relevant coaching models and compare coaching and mentoring with two different learning initiatives for a better understanding and differentiation.
The following section will highlight the skills and behaviours of a successful leader and critically evaluate the line manager as a coach/mentor highlighting the benefits and drawbacks of having an internal coach.
Further, resilience will be defined, the importance of a coach or mentor in building resilience and dealing with change and how poorly managed change impacts the workforce.
The last part is a reflection and a critical evaluation of the author’s performance in a coaching exercise and it will highlight the strengths and weaknesses, what went well and what didn’t go as expected.
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The purpose of the following is to define Coaching and Mentoring, to highlight the differences or similarities between the two and to conduct a critical evaluation.
Another critical evaluation will be conducted on the line manager as a coach or mentor and, an assessment of the skills and behaviours required to become a successful coach/mentor.
The third area covered will again critically evaluate the role of coaching and mentoring in building resilience and dealing with change in organisations. At first, resilience and change management will be defined, an analysis of the impact on the workforce in a scenario of a poorly managed change and at last a clarification of how building resilience through coaching and mentoring can help the workforce deal with change.
The last part will be a reflection and a critical evaluation of the author’s performance in a real coaching exercise conducted previously, highlighting the strengths and weaknesses.
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“Coaching is a process that guides a learner towards performance improvement. Coaching requires the establishment of supervisor-learner rapport, setting of expectations, and observation of the activities that are being developed” (Can Med Educ J. 2019).
Recently, during the COVID-19 pandemic, there was a great need for coaching and a challenging task to be completed, otherwise, successful in many organizations. Resilience was one of the main keywords for the period as office work became home office and digital skills had to improve as face-to-face meetings were no longer an option but online using Zoom, Microsoft Teams or other video calling tools.
All sorts of meetings or interviews were held online.
Retail had to shift to online completely, except the food sector and they faced major changes. Many were successful mostly for following the guidance and due to the effective coaching.
There are several known models used in coaching:
   The GROW model:
G- Goal, what do you want to achieve?
R- Reality, what have you tried so far, what’s the ideal? What are the implications of no action or what’s in your control?
O- Options, what are the options, given the situation?
W- Will, what is the next step? One’s commitment to specific actions (Imperial College London, 2023).

    OSCAR:
O- Outcome, the session will start by determining the desired outcome/ goal for the session.
S- Situation, will clarify the current situation of the team members and their feelings.
C- Choices, generate different choices and take into consideration the consequences of each choice.
A- Action, define the next steps within the process.
R- Review, create a plan to return and review the process. (Clarke-Wedderburn, 2023).

Another great tool is the Instant Pay Off Coaching model, where the coach, describes the current issue with some relevant examples and the coach will ask for a description of the desired outcome. The coach will not solve the problem!
Together they will list all the obstacles or blocks that lie between the coached and the situation of people, whatever the issue might be.
At last, they will brainstorm together, ways around these obstacles and find possible next steps, and agree on an approach, actions, and timing (Thedham, 2018).

“Mentoring is a learning relationship, involving the sharing of skills, knowledge, and expertise between a mentor and mentee through developmental conversations, experience sharing, and role modelling. The relationship may cover a wide variety of contexts and is an inclusive two-way partnership for mutual learning that values differences.” (EMCC, 2021).
Similarities and Differences between Coaching and Mentoring:
Similarities:
Developmental Focus: Both coaching and mentoring aim to enhance individual learning and development.
Relationship-based: Both involve a relationship between a more experienced person and a less experienced individual.
Goal-Oriented: They often have specific objectives geared towards personal or professional growth.
Feedback and Support: Both involve providing guidance, feedback, and support to the individual.
Differences:
Structure: Coaching typically has a more structured approach with specific timelines and goals, whereas mentoring relationships are often more open-ended and informal.
Purpose: Coaching usually focuses on specific skill development or performance improvement, while mentoring involves broader career or personal development.
Duration: Coaching relationships tend to be shorter-term, and focused on achieving specific outcomes, while mentoring relationships can be longer-term and more holistic.
Tangible and Intangible Benefits of Coaching and Mentoring to employer and employee: 
Tangible Benefits:
Enhanced Performance: Improved skill sets and performance due to personalized guidance.
Retention: Higher retention rates as employees feel valued and supported.
Cost Savings: Long-term cost savings through internal talent development and reduced labour turnover.
Intangible Benefits:
Improved Culture: Positive impact on organizational culture through knowledge sharing and relationship building.
Leadership Development: Nurturing future leaders by transferring knowledge and experience within the organization.
Employee Engagement: Increased engagement and motivation as employees feel supported in their growth.

Coaching Vs Counselling
Clutterbuck (1998) identified four styles of coaching as follows: tell, show, suggest, and stimulate (Davey, 2017). 
In a comparison for example, between a coach and a counsellor the relationship between the two and their clients is different.
The similarities are that they are both trained professionals and they can both show empathy. However, a coach will focus on tasks, external growth, on strategies, using different approaches depending on the individual, while a counsellor deals with past traumas, difficulties, emotional issues, and relationship issues or will be focused on improving one’s future, offering guidance, support or suggestions that will help the client find its answers or ways to overcome difficulties (Select Psychology, 2022).
Mentoring Vs Training
A mentor is a wise person and between a mentor and a mentee, there is a long-term relationship based on trust and respect, meant to provide advice and guidance for professional growth for example, where skills and knowledge are transferred. Even though it looks like a Trainer because of the hierarchical relationship, training is a short-term relationship, again based on knowledge and skills transferral but this time in a different manner, training is more about telling rather than asking so, more directive we can say (EZRA, 2020).
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A line manager is an individual in an organization, who is responsible for a team and he is the main link for communication with the higher management.
A line manager has numerous roles from monitoring staff to strategists as he holds the responsibility for daily task allocation and ensures that resources are provided and utilised accordingly, they are talent spotters, health and safety guardians or they establish communication with the front line and the higher management.
There are some important skills and behaviours that will make a good line manager:
· Capability to build and develop teams.
· Delegates effectively.
· Empowers teams.
· Well organized and capable of organizing others or workloads.
· Emotionally intelligent.
· An empath, a good listener, and a great communicator (Channell, 2023).


Clutterbuck, (2012) highlighted a few reasons why a line manager is not suitable for a coaching role. Any conflict should occur, it may lead to manipulation or confidentiality may be breached. The team might be prone to Groupthink as teams that work together tend to adopt the same filters on their environment or there might be inequality in coaching as it can become preferential (Clutterbuck, 2012).
Walsh (2021) on the other hand, argues that a Line Manager as a coach will help his team and share its expertise in a non-directive style. An important aspect of it is that a line manager can take the opportunity to reflect on their performance as a coach.
Through Supervision, they can spot weaknesses and the need for skills improvement or knowledge.
A greater understanding of the organization’s dynamics and culture can increase the potential for improvement, productivity, or profitability due to greater engagement.
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“Resilience is the ability to adapt to change positively, recover from difficulties and persist in facing challenges. It’s about growing stronger, not weaker after life throws you a curveball.” (Ogilvie, 2011).
“Change is the continuous adoption of corporate strategies and structures to changing external conditions. Today, change is not the exception but a steady ongoing process. In contrast ‘business as usual’ will become the exception from phases of turbulence. Change management comprises both, revolutionary one-off projects and Change is evolutionary transformations.” (Recklies, 2001).
Within the last few years, organizational change started to become a must due to the fast-developing technology, changes in laws and regulations, environmental awareness, and multiple other reasons. 
The first call was Brexit yet, it still allowed businesses to continue one way or another, of course with consequences such as price increases or change of suppliers. Covid-19 brought no other alternatives but the need for change in many aspects. 
Drivers of change in the workplace: 
· Legislations and regulations.
· Competition pressure.
· Enhanced organizational cultures, behaviours and working practices.
· Growth opportunities.
· Technological development.
· Economic instability.
· Challenging trading conditions (omnichannel).
Facing the continuous appearance of new drivers, organizations had to introduce and manage change effectively to achieve their goals and objectives, while maintaining the productivity and commitment of employees during and after the change (Lee, 2021).
Change is challenging and it must be planned thoroughly as it will impact not only the entire organization but all stakeholders, internal or external will be affected in a scenario of poorly managed change.
When a change is poorly managed, the first noticeable impact is on the workforce and these are just a few signs that something went wrong:
· Increase in stress and fatigue.
· Valued employees leave the organization and an increase in labour turnover.
· Productivity declines.
· Low morale due to the unwillingness to support and communicate through the change.
· Increased absenteeism.
· As a result of low morale and stress customer service will decline in quality therefore, customers are also impacted (Denton, 2021).

Building resilience through coaching and mentoring can be invaluable when it comes to helping a workforce navigate change. Here's how it typically works:
Emotional Support: Coaching and mentoring provide a safe space for individuals to express their concerns, fears, and uncertainties regarding change. This emotional support is crucial in helping them acknowledge and address their feelings, reducing anxiety and stress associated with the change faced also it builds an overall level of resilience.
Some of the characteristics of highly resilient people are:
· Optimism
· Better focus
· Openness to new ideas
· Proactiveness
· Willingness to ask for support (Clutterbuck, 2017).
 Resilience-building strategies are often part of coaching sessions. Mentors and coaches can impart specific coping mechanisms, stress management techniques, and problem-solving skills that empower individuals to adapt more effectively to change (Rou, 2023).
Through coaching and mentoring, individuals can gain a different perspective on change. They learn to view challenges as opportunities for growth rather than obstacles and barriers. This shift in mindset is key to fostering resilience amidst change.
Adaptability: Guided by mentors or coaches, individuals can identify their strengths and weaknesses. They learn how to leverage their strengths to adapt to new circumstances and develop the flexibility needed to navigate through change more smoothly. Also, creating a coaching culture and a continuous learning culture is beneficial as this allows individuals to constantly update their skill sets, making them more adaptable and better equipped to handle change in the long term (CIPD, 2023).
Ultimately, by providing the necessary support, skills, and perspectives, coaching and mentoring contribute significantly to an organization's ability to foster change by ensuring that its workforce is more resilient and adaptable and that productivity won’t decline due to the impacted workforce.
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Recently, I was involved in a peer-to-peer coaching exercise. Using Landsberg’s model, I created a good scenario with open and closed questions but, could it have been better? Sure, there Is no doubt about it.
For this coaching exercise, I used a good theme and I considered both, people, and resource issues with appropriate closed and open questions, also, I made relevant suggestions when the situation required it.
I had a good focus throughout the entire exercise and an open body language, a supportive and encouraging attitude, and overall good energy, otherwise reflected in both participants. A smooth and relaxed conversation led in the correct direction to make the coachee, find its solutions. However, even though it went well, I know I need to improve my listening skills, paradoxically I do my homework in such scenarios and I possess the knowledge, but I lack confidence so this is another weakness I need to address shortly. At times I tend to become emotional and it becomes visible so, I might mumble or I could be humming and haring for a few seconds until I manage to balance my emotions. This is something I currently work on but I also plan to seek support from a coach to overcome this issue. I will create a personal development plan but the learning curve must be continuous.
Success is subjective, it differs from one individual to another but recently I came across a quote that resonated with me: “If you carefully consider what you wanted to be said of you in the funeral experience, you will find your definition of success.” (Covey, 1992, p.21).
I used Gibbs’s Reflective Cycle to describe the experience and capture my emotional response, which was satisfactory with mixed feelings, this aspect didn’t go well, I need more confidence.
Luckily it was a successful delivery and I could have done something differently at a personal level, to start my personal development plan earlier.
From this experience, I learned how important the power of listening and confidence and I created a PDP to work on my weaknesses (Fig1).
Even though I like the GROW model, I resonate much more with the Instant Payoff Coaching model, I consider it effective, and I like its approach and I would certainly use it again.
Overall a great experience, that made me realise that I like to be a coach, I enjoy giving others insights and I am excited about my insights, however, even though it wasn’t a struggle, certain aspects need to be addressed and I know that I learn better by practising, as a first step, I will find a coach then with the first opportunity in a real-life situation I will seek for mentorship.
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Conclusion

This report defined coaching and mentoring and highlighted the similarities between the two also, the differences, compared different relevant coaching models as a critical evaluation.
It discussed the tangible and intangible benefits of coaching and mentoring and, critically evaluated the line manager as a coach or mentor with examples of pros and cons.
A critical evaluation was conducted on the role of coaching and mentoring in building resilience and dealing with change.
The final part reflects the author’s performance as a coach in a peer exercise, with a critical evaluation honestly and transparently, highlighting strengths and weaknesses.
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Appendices
 Fig. 1
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