


EXECUTIVE SUMMARY

The Paper explains the similarities of coaching and mentoring and two other workplace learning interventions counselling and training.  It has investigated the Return on investment of coaching the tangible and intangible benefits to the employee and the organisation. The paper also evaluates the line manager as a coach/mentor and necessary skills required. The paper has given an account of the role of building resilience and dealing with change finally the researcher has given a reflection account of their coaching experience
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[bookmark: _Toc90634345]Learning interventions in the workplace

[bookmark: _Toc90634346]Coaching
Coaching can be defined as a process that enables learning and development to occur and thus performance to improve.  (Parsloe.E.1999) it can also be defined as unlocking a person’s potential to maximize their own performance. (Whitmore .2017) Coaching is an organizational practice that Targets to achieve optimum performance and work improvement. It focuses on certain skills and objectives, yet it may also affect the traits of an individual, such as social contact or trust (Huffington, 2018). The coaching procedure usually lasts for a certain period. It can sometimes form the cornerstone of a continuous style of management. Coaching is an offline aid to transfer knowledge, work, or thought from one person to another (Ahrens et al. 2020). coaching is seen as one of the most effective approaches, as are ’in house development programmes’ which usually include a large coaching element. (C1PD.2019)
[bookmark: _Toc90634347]Mentoring
Mentorship tends to define a partnership where a more experienced person provides their great knowledge to encourage an inexperienced employee. (Hawkins and Smith,2013) It requires the ability to question, listen, and clarify and reframe, which also involves coaching (Choi, 2017).   An example of mentoring is where an established business owner may mentor a budding entrepreneur on how to source finances, issues of dealing with tax, and challenging issues such as staff recruiting and matters of staff retention. This process usually takes a long period and is more consultative and move beyond directive “telling” to learning from one another. It enables the mentee to share the knowledge and experiences of the established business owner (Celdrán et al. 2018). 
Training offers the transfer of new skills such as learning to operate sage software in the office environment or how to operate new equipment (Choi, 2017). The training is standard and does not relate to individual needs. Neither does it consider the skills that are already achieved or the preference of learning. Training is, therefore, a learning intervention that mainly focuses on organizational practices, processes (CIPD,2020)
[bookmark: _Toc90634348]COUNSELLING
Counselling skills are a combination of values, ethics, knowledge, and communication skills that are used to support another person’s emotional health and wellbeing (BACP,2000) Benefits of counselling include building resilience that will likely draw from discussing past experiences (positivepsychology,2021)
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Comparing and Contrasting

Coaching and Mentoring have many similarities The first similarity is that both enable individuals to achieve their full potential. Also, both use questioning techniques to get a deeper understanding of the client to identify solutions and work out the best move to take rather than telling (Celdrán et al. 2018). This understanding is possible by observing, listening to understand the client, and taking suitable action according to the situation. Both processes also support clients in setting goals and methods of assessing and monitoring this progress. One significant difference is that mentoring is usually long term, relationship based, development driven – directive unlike coaching, which is task based, performance driven- non-Directive and short term, coaching is focused on immediate improvement of performance (Goldsmith et al,2000) contrary mentoring is concerned with long term career development. On the other hand, coaching is about suiting individual needs and aspirations such as learning styles. Unlike training the content is designed by the trainer whereas coaching the, the coachee sets the agenda which can be flexible and has potential to lead to more success: the coaching also includes feedback and enhances continued learning. thus, more collaborative (Zeus and Siffington,2003) Though coaching and counselling are viewed as similar forms of learning interventions in that they are all client based (Passmore et al,2013) notable difference is power relationship between coach/coachee and counsellor /client. Counselling tends to deal with past issues while coaching in forward centred more on below image.8.2
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Creating a healthy organisation (Fielden et al 2021)
[bookmark: _Toc90634350]TANGIBLE AND INTANGILE BENEFITS TO THE ORGANISATION.
Coaching and mentoring is used in organisations to improve employee and organisation performance in many ways some of which are helping shorten the learning curve in different roles, (Westergaard. (2017).  succession or career planning to improve motivation and job satisfaction
The benefits to the individual include 
· Determine new career path
· Develop desired balance between work and life
· Increased productivity 
· Life satisfaction 
· Positive attitude 
· Self-efficacy
· Self-support
All the above factors also build resilience (positive psychology,2021)
[bookmark: _Toc90634351]The Benefits of coaching to the organisation include:
· Support for succession planning 
· Helps with conflict resolution
· Increased team performance due to more effective leaders
· Increased staff retention and loyalty 
(Juliecohencoaching.com, 2015)
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  Return on  investment ROI  can include a range of qualitative and quantitative measurements that demonstrate business impact defined by Walker-Fraser,A,2011  as a result he states that the perception and the effectiveness of coaching and mentoring differ and there are no tangible evidence in the process of  monitoring or evaluating ROI while others argue “absence of fact’ due to lack of good studies  according to a case study by Metrix Global Coaching reported that coaching had a 529% return on investment and significant intangible benefits to the business. Including the financial benefits from employee retention boosted the overall ROI to 788%. The study provided powerful new insights into how to maximize the business impact from executive coaching (Anderson and Metrixglobal, 2001) organisations can also use the balance score card to monitor success.   Figure 1 below
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2. LINE MANAGER AS A COACH
[bookmark: _Toc75434774][bookmark: _Toc75518656][bookmark: _Toc90581847][bookmark: _Toc90634353]MULTI FACING ROLE OF THE LINE MANAGER 
Elements of the line Manager Role are broad and can be narrowed into leadership, Management and Coaching. In the leadership role involves the future that is creating vision and identifying action in the present that will achieve this role additionally role modelling the working values and portraying the values of the organisation.
Drawbacks 
Leaderships styles can be a barrier to coaching and mentoring success.  Some leaders have found this approach too soft and due to their  personal authoritative ways and it  being informal and does not respect hierarchy  some line managers find they are unable to assert their authority, additionally after working together teams develop norms and behaviours based on assumptions and mindsets that are practically inflexible (D.clutterback,2012) this results to resistance during the change process , Managers usually lack confidence in applying the new skills and can be mechanical and obvious in the case of applying any  models  they have learnt  such as GROW (Ferrer 2006) externally sourced coaches have argued that internal line managers cannot be coaches moreover coaching has been voted the least  favourite  style with manager saying that they simple don’t have the time and the process is too tedious.  In addition to this managers risk falling in ”parent and child roles lack of transparency for instance the employee not saying how long they tend to be in the organisation and the manager plans to reorganise the team causes a feeling of hidden agenda, conflict in employee confidentiality and the need for the manager’s  accountability for the welfare of the employee again another drawback is inequality on who get ‘the coaching  the risk of being blamed on being “picked on” or being left out is not a win situation
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A successful coach or mentor will need to embrace coaching themselves, be a good listener (Whitmore ,2017) listening happens at many levels and listen empathetically, paraphrasing, reflective mirroring, clarifying not only encouraging self-expression but also suspending judgement, criticism, and attachment. The Coach should be able to ask the right questions 
The Key skills or competencies of coaches /mentors can be classified by relating them to the CLEAR model an according to Hawkins ,2013)
· Ability to use the right approach and choice of model for example the GROW, INSTANTPAYOFF or OSCAR models
· Attitudes – being empathetic and not judging  
· Techniques – goal setting, cognitive behavioural therapy, example improving confidence and self esteem
· Skills – active listening, and questioning sense
Other important values are emotional intelligence this can be discovered using the Johari window tool that improves interpersonal communication and managerial effectiveness by self-awareness the Johari tool was adapted by Joseph Luft and Hannington Ingram in 1955. 
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[bookmark: _Toc90634356]Resilience
Resilience refers to positive adaptation or the ability to maintain or regain mental health, despite experiencing adversity, it is the ability to bounce back quickly from setbacks and manage stress
Resilience consists of the mental processes and behaviours that people use to protect themselves from the harmful effects of stressors (. Hunter, A,2001) resilience building helps employees to cope with challenge adversity and to thrive over time when faced again with such circumstances. Being Resilient in the work place means you are able to sustain energy and motivation during times of stress due to change.?(insight.com,2021) Factors affects individuals  level of resilience are  personal traits example are being open  ,extroversion and agreeableness and optimisms tribute to resilience, another factor is Demographic  which refers to the age,gender,race and ethnicity ,similarly Biological factors exists that  early childhood up bringing contribute to resilience if the early givers during infancy where supportive and sensitive additionally Environmental-systemic factors such as secure family support, stability and the absence of substance abuse increased wellbeing therefore social support from peers ,teachers and community factors contribute to resilience.
[bookmark: _Toc90634357]Change
“Consistency is the last refuge of the unimaginative" - Oscar Wilde

Change management is defined as a structured approach to transitioning individuals, teams, and organisations from a current state to a desired future state.  It can be applied to situations such as downsizing introducing a new internal process or adding a new technology (society of human Resource Management ,2015).  Poorly managed change can cause little fulfilment in the workplace, causing staff to perform with mediocrity, making it difficult to motivate staff eventually causing, stress costing organisations.
[bookmark: _Toc90634358]Change is inevitable, the current modern drivers of change in the workplace can be both internal and external.
Internal drivers

· Introduction of new technology
· Working from home
· New products and services
· Organisational redesign with new management
· Change due to feedback from staff
·  Change due Government regulations for example new rules around working due to covid, Health and safety regulations,
· Change in Management.
[bookmark: _Toc90634359]External drivers

· PESTLE Factors are inevitable 
Market developments, sector developments, competitor activity and customer feedback as well as external quality requirements 
· other factors such as leadership, cultures can hinder or enable change.

[bookmark: _Toc90634360]Change Models 
Organisations use different models for change the paper uses, The Change Curve to demonstrate the role of coaching in building resilience in change.
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 (Insight ,2021)
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The Change Curve is based on a model originally developed in the 1960s by Elisabeth Kubler-Ross.  The change curve is an important tool when managing individual and team change which makes it a powerful tool when used inconjuction to coaching and mentoring to facilitate change. The change model goes through six stages.

Coaching using the curve can be very effective

The stages 1 and 2 Blaming other- requires listening coaching skills where the individual is allowed to vent Coaching is a more non- directive and the coachee needs to talk more which enables dialogue.  By keeping an open mind, the coach suspends judgement, criticism, and attachment

The stages 3 – confusion- Individuals at this stage are unaware of the intricacies of the change. Building resilience, through coaching and mentoring can be an invaluable tool in understanding the nature of change and incorporating it into the culture of the organisation.
Stage 4 – Acceptance Rationalisation Is the brainstorming stage. One of the common reasons for unsuccessful change management is staff lack congruency, (insight.com,2021) the use of coaching and mentoring can be a driving force in the transition where the coach helps buy-in the team into the new change.  Encouraging self-expression which build trust and intimacy

Stage 5. Problem Solving A coach’s responsibility is to hold the container for which the client will explore their existing resilience skills. By asking open-ended questions, the coach can allow their client to personally explore areas they may not have viewed in the past as beneficial skills. A coach can also illuminate options for which the client will see different perspective in situations that can appear challenging during difficulty periods (Parsloe, et al 2016) The coach can also introduce strategies of coping with stress by improving emotional intelligence skills to help manage emotions and reactions to them which build resilience and enhance problem solving.

Stage 6 Moving – The coach uses coaching questions to help the individual reflect on the change and moulding a culture of coaching for continuous assessment.
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Grahams Gibbs Reflective Cycle Model 1988 /mindtools.
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I am going to use a Gibbs’ Cycle of reflection to evaluate my experience on the coaching session that took place on the 8th of November 2021 at UWTSD Swansea business school.  The coaching session consisted of three participants the coach who was me a coachee, an observer and the Assessor. I had opportunity to observe and act as a coachee but mainly the focus was on me being a coach for 15mins.  I was surprised how time went so slow I managed to coach under the 15mins but over the half mark.  The session started quite well with the coachee doing most of the talking we used the instant payoff model. 
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Tao Coaching


 I easily built rapport with the coachee subsequently the atmosphere become eased, and I assured her that the session was confidential.  I went through the instant payoff model process steps 1) getting the background of problem with an example 2) visioning the ideal outcome 3) looking at internal and external blocks and barriers and finally brainstorming and summarizing the session by having a Specific, Measurable, Achievable, Realistic and Timely (SMART)solution.  I also signposted for extra coaching help and made an appointment for the next coaching period.

During the session I felt quite engaged in the process and listened emphatically, paused to understand and to help the coachee reflect before the next questions.  I think the coachee was very thought provoked with my questions as this was an import topic she had. Issues with.   I also think I was able to guide her without offering advice or a quick fix nor leading her., consequently we were both able to brainstorm on issues around the blocks and barriers and come up with a SMART solution.

The outcome would have been better if I had researched on more coaching questions and utilized the time sufficiently and if I made clear the format of the Model, I was going to use at the beginning rather than at end.   However, faced with the same situation I think I will still use the instant payoff model because it enabled me to coach at short time as Landsberg refers to the model as “coaching in a hurry “unlike the GROW model that is more detailed and takes more time to establish goals  



 

I have developed a coaching plan to improve my coaching skills.
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[bookmark: _Toc90634363]CONCLUSION
Learning interventions in the organisations  enable individuals to attain their full potential some of the difference is in duration, purpose and mentor/coachee, counsellor/client relationship. Benefits of coaching are both qualitative and quantitative academic have argued about the method of measuring the Return on investment with majority accepting that a holistic approach has more benefits than only looking at the monetary.  Line managers role is of leadership, management, and coaching.  The line manager experiences drawbacks in this role and having essential skills like listening, self-awareness and emotional intelligence can play a great role in building resilience and dealing with change.
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BOX 8.2 DIFFERENCES BETWEEN COACHING AND
COUNSELLING

» With training, the agenda is typically designed by the trainer, whereas in
coaching, the coacheee sets the agenda, which can be fluid and flexible.

* Coaching works with the client to clarify values, enhance motivation
and examine areas for change, whereas in training, change is often
directed by the trainer.

» Coaching is about sustained behaviour changes, whereas training tends
not to bring about major shifts in thinking and action.

* In terms of outcomes, some trainees will benefit from a training pro-
gramme, while others unfortunately will not, therefore training is not
completely successful for all trainees. In contrast, the coaching inter-
vention is personalised and geared towards the individual’s needs and
aspirations, therefore it is more focused on the individual and has the
potential to lead to improved results: the coaching process also includes
ongoing feedback and continuous learning.

* Training appears to be based on a fixed, general and hierarchical
intervention, compared to coaching, which is based on a collaborative,
flexible relationship designed specifically for the individual needs of the
coachee (Zeus and Skiffington, 2003).
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BOX 8.7 THE BENEFITS OF COACHING

* Motivational aptitude, i.e. in terms of career advancement and improved
commitment to business; knowledge and skills development, i.e. improv-
ing skills and abilities, faster learning, and enhanced decision-making.

* Managing change and succession; gaining confidence and well-being,

i.e. improved communication, improved self-awareness and job satis-
faction (Law et al., 2007).
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Development plan

NAME: Nelly Myles MEMBERSHIP

NUMBER:
COVERING THE December 2021 TO: ~March 2022
PERIOD FROM:

This record sheet is for your guidance only — you may present your development plan in any other format.

Planned outcome

Where do | want to be by the end of this period? What do | want to be doing? (This may be evolutionary or “more of the same”.)

What do | want/need to

What will | do to achieve

What resources or support

What will my success

Target dates for review and

learn? this? will I need? criteria be? completion
Practice the PRAIRE Read Coaching books e.g Being able to ask powerful | March 3 2022
model for questioning Powerful questions by questions that inspire
Questioning (PRAIRIE model for (Clutterback .D.2014) clients to see other

questioning:

P - personal to that individual
R - resonant, because it has
emotion

A - Acute as it gets to the
heart of the issue

I - Incisive - cuts to the point
R - reverberant,

the coachee keeps coming
back to it, it pops up in their
subconscious.

I - Innocent, so there is no
hidden agenda

E - explicit, it can be
expressed very simply

And watch academic
coaching| videos

perspectives to enable
them solve issue
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Listening skills
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Practice the 5 level
Five levels of listening:

|Listening to argue - I know
better

|Listening to respond - to frame
aquestion

|Listening to understand -
analysis and logic come in to
play

|Listening to help them
understand - coachee/mentee
self-awareness

|Listening without intent -
becoming aware of things in
periphery such as tone, mood
of the session etc.

Clutterbuck, D. and
Megginson, D.

(2012) Making Coaching
Work. London: Chartered
Institute of Personnel and
Development.

Being more empathetic

Listening from the heart
and being less judgemental

March 3 2022
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