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[bookmark: _Toc534439272]Introduction
In this assignment the author will be analysing the importance of individual and organisation development within the working place. The author will also be assessing the benefits of individual and organisation development for the company and its employees, and methods which can be implemented on order to achieve the most effective results of the above-mentioned development. Swinscoe (2018) states that those times when workers were going to work just to work are in the past now. In those days very few people really cared about the effectiveness of work they were doing. Being responsible for the results of the job being done was not an issue at all. However, in our present time businesses started to recognise and realise the importance of empowering their employees to achieve better results in delivering the final product. The advancement of the individual and the group is so essential in business today that those organizations which don't enable their staff will in the long run begin to see problems showing up. To analyse the importance of personal development within the working place the author has chosen the organisation where he was currently employed as a driver and later as the shift controller: Abbey Cars Ltd, the part of the Abbey Cars UK Group. Brief presentation of Abbey Cars. Established in 1968 as a privately-run company Abbey Cars UK Group currently is one of the greatest minicabs and private hire contract operators in UK. With its head office in Greenwich and twenty branches inside Greater London territory the organization utilizes more than five thousand individuals on full, part – time and zero hours contract conditions. Company involved in transportation business, including minicab private contract, PCO permitting, PCO authorized vehicles for contract, school and hospitals transportation. Organisation's primary opponents and competitors are London black cabs, Uber, ViaVan and Addison Lee. 
[bookmark: _Toc534439273]Individual and organisation development in Abbey Cars, its benefits for the company and employees, its critical assessment
In the modern world in order to survive, succeed and stay profitable every business needs constant development. Danevska (2018) points out that business development sometimes was a missing link between internal parts of the business such as marketing, sales or customer service and external ones such as new business opportunities or relations with the clients. So the role of the business development is vital. According to Rasel (2018) the whole development process can be described in the diagram shown below:
[image: ]
Diagram 1: Development process, based on source: (Rasel, 2018)
From this diagram we can clearly see that education is the base for training and development. None of those activities can be done without education. Education is the life time continuing process during which the knowledge and development of the individual becoming more and more progressive. Training and development are defined by Surbhi (2015) as “Training is a program organized by the organization to develop knowledge and skills in the employees as per the requirement of the job. Conversely, development is an organized activity in which the manpower of the organization learns and grow; it is a self-assessment act”. Essentially, training is a quick – time process specifically designed to mature specific skills of some groups of the workforce, and on the other side development is a long – term process showing the progress of the whole organisation through the progress of its employees. 
In this part of assignment the author will be establishing and analysing what kind of individual and organisational development will be suitable and necessary for Abbey Cars as the company involved in transportation business. First, the author established three main types of Abbey Cars workforce professional activities where training will be necessary: 
1. Customer facing position.
2. Driving skills, good knowledge of road and traffic situations, geographical skills.
3. Operating navigation and relevant computer equipment used for work. 
Based on those activities the training needs of the workforce were summarised and five individual training plans were drafted by the author to be introduced in Abbey Cars, for the future references they will be called classes A, B, C, D and E:
1. Customer care training, Class A – improving of communication and interpersonal skills, ability to deal with customers from different backgrounds. Potential benefits for employees: better quality relations between drivers and customers, improved interpersonal and communication skills.
Potential benefits for the company: more satisfied customers will give the company good feedback; therefore reputation of the organisation will be on the rise, this on the other side will attract more customers, making more profits as the result.
2. Safeguarding training, Class B – will allow company drivers to identify signs that helpless people may be at risk, so they know how to report these concerns and to whom. Obligatory to take for all the taxi and minicab drivers in Greater London area. 
Potential benefits for the workforce:  after taking this class drivers will be paying more attention to vulnerable people and will know how to report their concerns to the relevant authorities. 
Potential benefits for the company: the organisation’s compliance with recent requirements of safeguarding training will allow it to stay in the business as a legitimate taxi operator.


3. Road safety awareness training, Class C – giving the knowledge of new road laws, road signs, including updated or new ones, road and traffic situations, also short introduction to 20 and 30 mph speed limits. 
Imaginable benefits for the workforce: the possibility of being up to date with recent changes in road and traffic laws, paying more attention to road and traffic situations. 
Potential benefits for Abbey Cars: more skilled drivers will be committing less mistakes on the road thus the whole image of the organisation as taxi operator staffed with highly trained professionals will be attracting more potential customers including hotels, care homes and schools. 
4. Geographical knowledge refreshing course, Class D – short introduction about UK roads system, update on some motorways and dual carriageways, postcode knowledge training. 
Possible benefits for the drivers: improved knowledge of the roads and recently refurbished motorways, better understanding of UK postcode system. 
Likely benefits for the company: drivers with good knowledge of the roads system without 100% relying on the navigation will be able to avoid getting late for the pick – ups or drop – offs. This will make good reputation for the organisation.
5. Navigation and computer literacy refreshing course, Class E - will introduce to the new types of navigation software and handheld devices, including payment terminals, improved bookings techniques and problems solving when completing the trips. 
Potential benefits and desired outcome for employees: increased level of computer literacy within the workforce, improved knowledge of the recent booking system and handheld devices. 
Possible benefits for Abbey Cars: when customers see that drivers operating their equipment with assurance and confidence, they will feel that they are in the safe hands. The big boost to the company’s reputation. 
Jones (2018) says about the importance of training programmes: “A well-trained workforce can boost production and increase revenue, while at the same time reducing waste and costs, which is why having a comprehensive employee training programme in place is a must”. The next stage considered by the author was to design training programme for those five classes specifying the duration of the classes, methods of instruction and other important points concerning the training. The table presented below gives the clear understanding of how the training will be organised and conducted:






	
	Class A
	Class B
	Class C
	Class D
	Class E

	Class duration
	09.00 - 11.00, last Saturday of the month
	2 hours
	15.00 – 16.00, last Sunday of July and November
	16.00 – 17.00, last Saturday of March and September
	16.00 – 17.00, last Saturday of February and October

	Main learning points
	Communication and interpersonal skills
Customer service and care
Diversity in modern society
	Spotting signs of vulnerable people at risk
Communication skills
Methods of reporting driver’s concerns
	New road and traffic laws
Road signs and speed limits
Simulate of road situations

	UK roads system
Updates on motorways and A roads
UK postcode location
	New navigation software
Handheld devices
Taking and cancelling bookings

	Methods of instruction
	Slide presentation in classroom, working in groups
	Individual online studying 
	Slide presentation in classroom, working in groups
	Slide presentation in classroom, working in groups
	Slide presentation in classroom, working in groups

	Trainers qualification
	Trained member of upper management
	Safeguard training representative
	Representative of local police force
	Trained member of upper management
	Trained member of upper management

	Learning resources
	Books, online research
	Online presentation
	Booklets, online research
	Booklets, online research
	Booklets, online research

	Class location
	Head office in Greenwich
	Home 
	Hammersmith branch
	Heathrow branch
	Hammersmith branch

	Methods of assessment
	Verbal, one to one with trainer
	Online test
	Multi – choice questionnaire 
	Multi – choice questionnaire 
	Multi – choice questionnaire 



Table 1: Training classes recommended for Abbey Cars workforce, based on source: (Jones, 2018 & Author’s research)
In the next part of this assignment the author will try to analyse the organisation development (OD) methods most suitable and available for Abbey Cars as organisation. First, the definition of OD. McLean (2006) states that there is no clear and unified definition of organisation development, therefore he gives his meaning of OD: “Organization development is any process or activity, based on the behavioural sciences, that, either initially or over the long term, has the potential to develop in an organizational setting enhanced knowledge, expertise, productivity, satisfaction, income, interpersonal relationships, and other desired outcomes, whether for personal or group/team gain, or for the benefit of an organization, community, nation, region, or, ultimately, the whole of humanity”. 
Based on this definition the author attempted to establish eight main characteristics of OD which will applied later in case of Abbey Cars:
1. OD is the social science approach based on such activities as organisation behaviour, business management, psychology, sociology, economics and education.
2. The main goal of OD is to improve the effectiveness of organisation.
3. The commitment of the management of organisation is equally important for OD as the workforce readiness for the change.
4. OD is a long – term strategy process which must be able and prepared to be adapted to the new recent changes in the business and social environment.
5. OD is using joint approach with all the affected parties involved.
6. OD is an education – based program designed to improve values and attitudes of the company and management behaviour.
7. OD must be supervised and directed by a change agent or change team coached by specifically trained consultant. 
8. OD is data – based approach, data must be collected and analysed constantly during the whole process of OD.
The next step in the establishing the correct type of OD process applicable in the case of Abbey Cars will be identifying six levels of organisation development plan. They are presented in the diagram shown below:

Diagram 2: 6 levels of organisational development plan, based on source: (McLean, 2006)
Using this structure the author developed specifically tailored organisation development plan for Abbey Cars. 
Level 1: Recognising the problem:
Steadily decreasing level of customer satisfaction, too many complaints about customer service were received in the past six months.
Level 2: Developing of consultant – client relations:
Hiring an organisation development consultant to evaluate how the company operates and to make suggestions for improvement, in case of Abbey Cars – level of customer service. Consultant – client (Abbey Cars) relations are established.

Level 3: Diagnosis:
After careful observations, interviews and relevant researches the consultant delivers the verdict:
1. The company workforce is not trained enough to deliver good quality of customer service.
2. Some of the drivers speak very poor English. This causing loads of confusion and misunderstanding between them and customers.
3. Some of branch managers do not properly control or assess the driver’s performance. Traces of corruption were established.
4. Customers feedback often ignored and not filed properly with management.
Level 4: Developing action plans:
The best action plan in this case, according to Lu (2015) would be looking like this:
1. Goals: improve customer service skills of the workforce and management.
2. Level of priority: high.
3. Deadline: December 2019.
4. Strengths: most of the workforce and management are willing to learn and improve their skills.
5. Opportunities and threats: 
5.1 Laid - back attitude of some drivers and managers.
5.2 Communication and interpersonal problems.
5.3 Language problems.
5.4 Low level of education of some drivers and managers.
6. Developing of new skills and improving the existing ones:
6.1 Improving interpersonal and communication skills.
6.2 Improving customer service skills.
6.3 Gaining new qualification in Safeguarding training.
6.4 Improving language knowledge.
6.5 Improving working in teams and management skills.
6.6 Improving IT skills.
7. Actions:
7.1 Individual training on the job or classes to be specified and arranged.
7.2 Removing some branch managers from their positions and appointing the new ones.
7.3 Training of the new managers.
7.4 Improving monitoring of the customers feedback by setting up the dedicated department in the company’s head office in Greenwich.
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Level 5: Monitoring and self- assessing of the progress:
This will be done by conducting interviews, researches, collecting and analysing the relevant data, market research.

Level 6: Improvement process to be continued:
Once the success of development plan is established, plan further improvements to continue to be on desired level of customer service.
[bookmark: _Toc534439274]Critical evaluation methods of development available to Abbey Cars, appropriate to suit the needs of individual 
According to Businessballs (2018) it is very important to receive the correct feedback from trainers and trainees after completing the training. This will help to do critical evaluation of the methods and effectiveness of the training programmes. The evaluation assessment of the individual’s progress after completing the training will also help to estimate the potential development of the organisation in the future. Mind Tools (2018) are strongly recommending measuring the effectiveness of the training by implementing Kirkpatrick’s Four – Level Training Evaluation Model. First time it was published in U.S. Training and Development Journal by Donald Kirkpatrick, Professor Emeritus at the University of Wisconsin, also ex – chairman of the American Society for Training and Development (ATD) in 1959. It was later updated 1975 and then in 1993 when he published his famous book “Evaluating Training Programs”. The diagram presented below gives the best description of the above-mentioned model:

Diagram 3: Four – Level Training Evaluation Model, based on source: (Kirkpatrick, D. L., 1996 & Kirkpatrick, J. D., 1996)
Now the author will be analysing all four levels in more detailed way:
1. Level 1 – Reaction: This level measures reaction of the people being trained to the actual training. Measuring the reaction is very important to assess the receiving of the training by the audience. It will also help to improve further training by discovering the topics that were missing, just covered or not covered at all. Employee satisfaction surveys is the most effective measuring method, confirmed by Mind Tools (2018).
2. Level 2 – Learning: This level will be evaluating what the trainees have learned during the course. The most effective way to measure it is to see how the knowledge of the subjects has increased. In case of Abbey Cars it will be done at the end of each class through verbal or written assessments.
3. Level 3 – Behaviour: At this level the most important thing to do is to assess how the behaviour of the trainees has changed after receiving the training. The best way to complete it physical observation of the trainees at their working places.
4. Level 4 – Results: At this level the results of the training will have to be carefully and thoroughly assessed. It can be done by receiving good and positive outcome for the company and its employees. Long - term process, requires lots of money spending on the assessments and evaluations.
To evaluate the reaction of the trainees to the classes they have been attending, the author has created employee’s satisfaction surveys which every trainee had to answer after completing their classes. It was senior management’s compulsory requirement.
In total, forty drivers from Hammersmith and Heathrow branches took part in those surveys and the results in the forms of tables corresponding to classes A and C are revealed below:
	Question
	Yes, agree
	No, disagree
	Not sure

	Was the time in the class well worth it?
	38(95%)
	1(2.5%)
	1(2.5%)

	Was the class successful?
	38(95%)
	1(2.5%)
	1(2.5%)

	Were all the topics covered?
	40(100%)
	0(0%)
	0(0%)

	Did you like the venue?
	38(95%)
	2(5%)
	0(0%)

	Was the presentation of the class good?
	35(87.5%)
	2(5%)
	3(7.5%)

	Did you learn anything new and useful?
	38(95%)
	0(0%)
	2(5%)

	If you did will you use this knowledge at work?
	38(95%)
	1(2.5%)
	1(2.5%)



Table 2: The results of Class A survey, based on source: (Author’s research)
	Question
	Yes, agree
	No, disagree
	Not sure

	Was the time in the class well worth it?
	39(97.5%)
	0(0%)
	1(2.5%)

	Was the class successful?
	39(97.5%)
	0(0%)
	1(2.5%)

	Were all the topics covered?
	40(100%)
	0(0%)
	0(0%)

	Did you like the venue?
	39(97.5%)
	0(0%)
	1(2.5%)

	Was the presentation of the class good?
	40(100%)
	0(0%)
	0(0%)

	Did you learn anything new and useful?
	39(97.5%)
	0(0%)
	1(2.5%)

	If you did will you use this knowledge at work?
	39(97.5%)
	0(0%)
	1(2.5%)



Table 3: The results of Class C survey, based on source: (Author’s research)
Now let’s see the brief analysis of those results. It’s obvious that the training was a success, only a few people were not happy about the time spent in classes and the venue itself. There are reasons for that: some people not very keen on spending their weekend time at work, some of them had other commitments rather than going to classes. Most of the workforce though found the classes very helpful and informative. Good marks were given to the presentation and topics coverage. That confirms the qualifications of the trainers and their ability to deliver the knowledge in the most appropriate way, so it can be absorbed by the trainees. Regarding Class B – its home-based online study with the test at the end. It must be done by all the drivers as required by Transport for London authorities. Classes D and E are yet to be commenced, therefore no data is available on them. 
To evaluate the learning level, assessments were conducted at the end of Class A as short discussion with trainer and in case of Class C the multi – choice questionnaire had to be filled and assessed. The author spoke to both trainers after they completed their assessments and was informed that they were completely satisfied with the results. Both trainers were confident that workforce of Abbey Cars gained some new knowledge during the training and the next task author was facing is to assess driver’s behaviour after classes. To do that the author asked the drivers permission to be with them in the vehicle while they were committing their duties. Passengers will be explained the situation to avoid unnecessary suggestions that author was just getting a free ride. Not all the drivers agreed to that proposal and it was completely understandable. At the end ten drivers agreed to have author in their vehicles while on duty. The impression the author received after completing 10 observations was that the drivers were more relaxed and confident while dealing with the customers. Drivers behaviour on the road was also up to the highest level. 
Of course further observation will have to be done after completing other classes and this way of assessment must be commenced on regular basis. Regarding the results of the training: as it was mentioned before it’s a long – term process and it needs lots of monitoring and assessing, but the whole image of the company started improving already and it will improve even more in the future. Employees morale and job satisfaction will also be on the rise, the changes in that sector can be confirmed by the author. Increased customer satisfaction is another very important result of the training.
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In this part of assignment the author will be analysing and creating personal development plan (PDP) for the members of Abbey Cars workforce, including drivers and management staff. First, the author will try to establish the difference between training programs and PDP. According to Atom Content Marketing (2018), using PDPs is different from traditional training programs completed by groups of employees. To show the difference between PDP and training program the author has created the comparison table shown below:
	
	PDP
	Training program

	Duration
	12 months
	Short - term

	Objectives
	Long – term objectives, some not directly related to work tasks
	Short – term objectives, all work related

	Benefits to the employee
	More accomplished with grown self – esteem and motivation
	More skilled professionally



Table 4: PDP vs. Training program, comparison table. Based on source: (Atom Content Marketing, 2018)
After establishing the difference between PDP and training program the author asked himself a question: who in the organisation such as Abbey Cars will be needing PDP? The answer is everyone, ideally, and Atom Content Marketing (2018) confirms that. Most important use of PDP will be of course for newcomers to help them establish and develop themselves within the company as effective as possible. Managers and existing workforce also will be needing PDP to keep their motivation running and to prevent symptoms of laid – back working attitude developing within organisation. Keeping that in mind the author has created two typical PDPs to be used within Abbey Cars, one is for new recruits just joining the company and the other one is for upper management such as branch managers. That way lots of mistakes made by the workforce in the present time could be avoided. It will also give the existing and new management, changed after organisation development took place chance to improve some of their skills. The table 5 shown below represents PDP for the new recruits:
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	Development Object Description
	Priority
	Success Criteria
	Actions

	Development Objective 1
	Improving communication and interpersonal skills
	High
	When the customers will be 100% satisfied with the level of service received
	In – class training, on the job training

	Development Objective 2
	Safeguard training
	High
	Passing the exam
	Online training, home studying

	Development Objective 3
	Improving knowledge of the road laws, road signs and speed limits
	Medium 
	Completing and passing the assessment
	In – class training, on the job training

	Development Objective 4
	Improving knowledge of new navigation software
	Medium to high
	Completing and passing the assessment
	In – class training, on the job training

	Development Objective 5
	Operating handheld devices
	High
	Completing and passing the assessment
	In – class training, on the job training

	
	Required Resources
	Deadline Date
	Actual Date
	Implementation

	Development Objective 1
	Time: 12 months
Books, booklets, notes during in – class training
	July 2019
	July 2019
	To be able to deliver the highest quality of customer service

	Development Objective 2
	Time: 1 month
Online training
	February 2019
	February 2019
	To be able to continue work as private hire driver

	Development Objective 3
	Time: 6 months
Books, booklets, in – class presentation
	March 2019
	March 2019
	To be able to understand new road laws, road signs and speed limits in full

	Development Objective 4
	Time: 6 months
Books, booklets, in – class presentation
	March 2019
	March 2019
	To be able to professionally operate navigation software

	Development Objective 5
	Time: 1 month
Online studying, in – class presentation
	February 2019
	February 2019
	Full understanding how the handheld device works, ability to receive and amend bookings



Table 5: Recommended PDP for new recruits of Abbey Cars workforce, based on source: (Author’s research)




The next table 6 will be representing recommended PDP for branch managers:
	
	Development Object Description
	Priority
	Success Criteria
	Actions

	Development Objective 1
	Improving communication skills within the team
	High
	When the team members will be fully understanding manager’s demands 
	Training with mentor one – to - one, on the job training

	Development Objective 2
	Safeguard training
	High
	Passing the exam
	Online training, home studying

	Development Objective 3
	Improving team management skills
	High 
	When the team members will be fully complying with the managers orders
	Training with mentor one – to – one, on the job training

	Development Objective 4
	Improving IT knowledge
	Medium to high
	Completing and passing the assessment
	In – class training, on the job training

	Development Objective 5
	Learning to become a trainer
	Medium to high
	To be able to deliver your knowledge to other members of the team
	Training with mentor one – to – one, on the job training

	
	Required Resources
	Deadline Date
	Actual Date
	Implementation

	Development Objective 1
	Time: 6 months
Books, online research, mentor’s notes
	March 2019
	March 2019
	To be able to operate the team successfully 

	Development Objective 2
	Time: 1 month
Online training
	February 2019
	February 2019
	To be able to continue work as private hire driver if needed

	Development Objective 3
	Time: 6 months
Books, in – class presentation, mentor’s notes
	March 2019
	March 2019
	To be able to manage the team successfully

	Development Objective 4
	Time: 6 months
Books, booklets, in – class presentation
	March 2019
	March 2019
	To be able to professionally operate computer on the new advanced level

	Development Objective 5
	Time: 12 months
Books, mentor’s notes, in – class presentation
	December 2019
	December 2019
	To be able to become trainer and mentor to the members of the team



Table 6: Recommended PDP for management workforce of Abbey Cars, based on source: (Author’s research)


[bookmark: _Toc534439276]conclusion
After completing this assignment the author has great confidence in the success of the results of individual and organisation development designed to improve business image of Abbey Cars. All the steps were carefully planned and assessed. Individual training classes were tailor designed to resolve the most actual problems within the workforce. Organisation development module was also carefully planned to keep in mind all the specifics of the business that Abbey Cars is involved. Worldwide known theories such as Kirkpatrick’s Four – Level Training Evaluation Model were used to evaluate the feedback of the trainees and trainers after training. The author hopes that within one year from the starting of development processes in Abbey Cars the obvious signs of improvement will start to show. This will make company image better, profits higher, the workforce and management happier and the customers more satisfied.
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