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1.Introduction

In the diverse society today, where organisations constantly focus on recruiting, hiring and finding different ways to engage employees through their HR department, did not exist until the beginning of the 20th Century, when the first of this so-called department was established. 
In the first half of the 20th Century, two men, Frederick Taylor and Abraham Maslow stood out for their contributions to the workplace. Taylor in the 1900’s, known as the  father of scientific management mentions in his book Shop Management, the key principles of scientific management these theories are more widely known to anyone in Hr today (Taylor,1911).
Abraham Maslow used a hierarchy of needs to identify the development in employee management. Maslow argued that you would need to satisfy the basic needs such as safety, warmth and security in order for the individual to realise their own personal development and growth (Smith, 2014).
For any successful organisation, developing the right relationships with the employees through various channels such as training and development, engagement, motivation and personal development is very important. To have the right candidate in the role is also vital. The report will analyse these topics in detail.
The report will consist of covering three of the seven questions provided to analyse a case study for the organisation I work for including generating a detailed Personal Development Plan for an individual in that organisation.
The areas covered in this report will be on Training and Development, Performance Management and Motivation factors.
The report will analyse and compare two establishments that I am involved with: one where I work and one where I manage.
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Motivation is a reason or reasons for acting or behaving in a particular way. Motivation is the core aspect of any organisation to succeed; it builds the performance of the employee.
There are many motivational theories that are adapted by many organisations today, to name a few the Herzberg’s Theory, Maslow’s Theory, and Reeve Et Al Theory.

2.1 Reeve Et Al Theory
In 2018, Reeve defines motivation as an internal process. Reeve considered this as a condition inside us that navigates us to change in our self or within the environment were in. Motivation has many meanings and definitions, the simplest definitions comes down to wanting, wanting to change, wanting to develop, attain and many more (Baumeister, 2016).There are many ways that people can be motivated within a workplace as mentioned by Reeve in 2014 that there are two types of motivation extrinsic and intrinsic.  
Extrinsic motivation is an external factor, which generates motivation through rewards and incentives, and individuals are motivated this way to gain an external reward such as a bonus, pay rise or even promotion. However, intrinsic motivation is all about the individual’s satisfaction at a job or activity and the level of engagement they have.
In figure, one clearly outlines the intrinsic factors that motivates an individual. It all comes down to the individual’s physiological approach. Locke, 1976 defines job satisfaction as a pleasurable, positive emotional state, which results in one’s job experience. Intrinsic factors clearly display all the job satisfaction components that come from within.



Fig 1. Intrinsic factors 




Fig 2. Extrinsic factors

In figure, two clearly outlines the extrinsic factors that an organisation will use to promote motivation.  Providing adequate extrinsic motivation is also important, people being employed means having money. Enticing employees with a good pay-packet means that employees will join and remain with the company (Bloom and Michael 2002).
It has come into light from data taken from social surveys done between 1989 and 1998, Lewis and Frank 2002, discovered that those individuals that had a strong aspirations for job security were more likely to apply for public sector jobs. 
Private sector jobs cannot all provide certain extrinsic factors such as offering a good pension scheme, paid leave or company share schemes therefore Feeney 2007, suggested that the important roles were all associated with secured government roles.
Reeve’s theory, clearly defines the factors that motivates the individual from the external business components and the internal factors that are affected with the individual’s behaviour and attitude towards the workplace, however Herzberg and Maslow’s theory although are individual theories, somehow interrelate with each other.

2.2 Herzberg’s Theory 
In 1996, Fredrick Herzberg and his team were one of the first individuals who understood the workplace attributes and how this affected one’s job satisfaction. 
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Fig 3. Herzberg’s motivational factors
Figure three, demonstrates Herzberg’s motivational factors also known as satisfiers and explains that his theory actually interrelates to Reeve’s theory and are primarily intrinsic and extrinsic job elements that lead to job satisfaction. Herzberg’s hygienic factors are the extrinsic factors offered by the organisation and the motivational factors are one’s intrinsic factor that comes from within. In reality, the research commonly reports that the extrinsic factors such as paid leave and pensions may play an important role in job security (Feeney, 2007). Herzberg’s theory explains the factors that motivate and demotivate employers but it does not demonstrate that this comprehends productivity; an employer may dislike his job but still be satisfied with it.

2.3 Maslow’s Theory 

Maslow’s hierarchy of needs compromises a psychology five-tier model of human needs. He’s theory is demonstrated in the structure of a pyramid, the needs lower down in the hierarchy must be satisfied before individuals can work their way up to the next level.
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Fig 4. Maslow’s Hierarchy of needs 

Maslow’s theory has two sectors; deficiency needs and growth needs. When the individual gets motivated because they cannot meet the deficiency needs it makes the wanting of that need stronger in order to move on the next level.
The theory indicates six needs: basic needs like food and shelter; safety needs such as protection law and order; belongingness and love needs such as family, relationships and work groups; esteem needs such as achievement and responsibility and self-actualisation such as personal growth.
In 2011, Tay and Deiner analysed information obtained by surveys from 2005 to 2010 that clearly represents that the order of the hierarchy was not correct. In respect to the cultural differences universal human needs exist but the needs do not need to be fulfilled in order to get the benefits, all needs work independently and we need them all.























3.Training and Development 
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Training and development is the technique used to improve the effectiveness of individuals and organisations. Training and development can help attain certain goals for the individual or the organisation it is important that we can measure the effectiveness or the outcome (Wallace, 1965).
This learning philosophy encourages individuals to commit to a range of positive behaviours through different characteristics such as empowerment and not supervision, self-managed learning and not through instruction, considering long-term scope rather than short term arrangements. To raise commitment amongst employees it is necessary that there are organisational practices implemented, by doing this the employees will a sense of purpose in the workplace (Reynolds, 2004).



Fig.5 Types of training
Figure five, demonstrates the different types of training that can be utilised in one’s organisation to promote motivation. In order to obtain the best performance from your team members, it is ideal for you to know which training relates to that particular employee. 
A systematic approach to training and development is ideal for all organisations, as this would address any issues that would prevent success. Employees need the right tools to be productive at work; the systematic approach is designed so that ensures that training begins and ends with the needs of the business your employees are fully equipped with the knowledge and resources to execute the company’s visons and goals ( Quain, 2018).

Fig 6 Types of Learning

Figure six, determines the different types of learning that is widely available today, each one has its own benefits. Learning and development is  tailor made and designed for everyone differently, defining who needs the training and what training needs to be actioned is the first decision taken, and once assigned the next step would be how and where would this training  be delivered. Each individual works at different level and pace. Identifying the strengths and weaknesses of your employees can help decide which method of training is in the best interest, some like on the job training whereas others like online e-learning training. Following the correct procedures will help empower the employees, which will increase their knowledge and understanding with the ability to work more effectively (Insero and Craddock, 2015).






1. Performance Appraisal and Performance Management 
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Performance management is the process of identifying certain activities and outputs that will meet an organisation’s goals in an effective yet efficient manner. It focus on the performance of an organisation, department or an individual. Performance management can also help to manage particular tasks.
As mentioned by Aquinis in 2005, Performance Management is ongoing; it is all about observing performance and being able to deliver ongoing coaching in the form of tailor-made training and development but this also requires continuous feedback in order to understand and measure the effectiveness from the coaching.


Fig 7 Performance Management Contributions
Figure 7 clearly associates with all the benefits that Performance Management can contribute towards an individual or an organisation. Through Performance Management motivation and self-esteem is increased, job definition is more clarified, awareness of organisation goals are clear and therefore employees become more competent. Good and poor performers can be differentiated at the right time and allows supervisors too action performance problems.
Appraisals help Line Managers and supervisors to identify gaps in the employees training and development. Conducting appraisals once every 6 months allows employees to contribute towards their personal development, their weaknesses and strengths once discussed can then be put down to a personal development plan that they will follow in due course and this will improve their interpersonal skills. 
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Finally, SMART, this well-established modern tool used to monitor objectives and targets designated at an appraisal or which is part of a Personal development plan will help increase motivation and interpersonal employee skills.
The goals identified will have to be specific to the business or individual requirements, be achievable and should be realistic and be available to fulfil in a timely manner.
 





5 Case Study Analysis
I have decided to analyse two establishments, The Works where I have been working for over 5 years I started as a Customer Service Advisor, then promoted to a Team Leader and Achar Indian Restaurant where I am the Co-Manager and manage this on the weekends.
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Fig 8 Organisational Stats 
Figure 8 gives you an indication of the size of both establishments, their revenues, number of employees, and social media platforms used.


5.1 The Works
[image: Home]

The Work Stores PLC is one of the UK’s multi-channel retailers selling discounted books, arts crafts and toys along with stationary. The establishment has been around for 37 years and has adapted to better respond to changing consumer demands. The Works have around 4500+ employees and this is growing rapidly has they endeavour to open two stores a week.
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The company sells their goods through different channels one being through their own website and secondly through Amazon and Ebay. 
Motivation 
The Works have a lot to offer their employees, their extrinsic factors bring out the intrinsic factors which results in having long-term colleagues who have remained in the company, and some have even been there for over 25 years. I can speak from my own experience; the company’s ethos is so strong and brings out the message of creating something special. After completing 5 years, you get an extra days holiday, and this continues after every 5 years. They reward their in- store employees by holding challenging competitions and the store that generates more sales wins a lump sum  to share out within the team. Last year in 2019, the company took the challenge of joining the stock market and became a PLC and offering all employees a chance to be part of The Works family by introducing the Share scheme. I personally have utilised this offer and put away a certain amount to invest into the company’s shares. This is also beneficial as this is a saving tool at the same time; after the designated time of being on the scheme you decide you do not want to invest, you can take your saved funds out of the pot. The company believes in working together and hosts a lot of time in doing charity with team members throughout the 530 stores. This can be anything from a marathon to climbing Mount Everest. As Herzberg Theory suggests that hygienic factors play a major factor to the output to the motivational factors. Maslow’s theory of hierarchy demonstrates how life’s needs should follow one another and after acquiring one level you should move on to the next; however, this is not always necessary. A typical example may be that one does not acquire his own house but he has a managerial position at work. Now to obtain his own property might take some time, to arrange the funds to finding the right home, but at work the extrinsic and hygienic factors have motivated him to work his way up to the next level of employment. This clearly indicates that if you have fallen back in one aspect of your life it is not necessary to fall back in all other areas. My personal experience is the other way round, I own a very expensive house but at work, I am only working as a team leader position where the wages are just over the national minimum. Now people will only assume that I have a high position at work but it is not always, what you see, people acquire things as and when they need them. The Works have a very strong extrinsic factor, that is why they are where they are today, motivation is important, and employees are willing to go that extra mile.

Training and Development 
In the most diverse society today, training and development is very crucial and that the organisation is up to date with new legislations such as GDPR, secure payment lines, the trend of items is changing so having the challenge to educate yourself with all of these new changes. 
During the pandemic The Works faced a huge dilemma as the stores closed in the first lockdown, all they had was the online web store and the pressure of sales going through the system on a skeleton team of 16 members. It was during this time that we faced hard-core challenges as the Online Customer Services worked from home as 90% of the company was on furlough. The team worked from home, zoom meetings carried out every morning ensuring feedback of sales new issues, everything had changed. It was a new learning curb for us all. Problems such as VPN dropping internet Wi-Fi issues all had to be dealt with whilst other departments like IT were working from home too. During this time, the company launched a new website and system, which already delayed due to the pandemic. The company decided to go ahead with the new launch getting all the team members trained via zoom in small groups and individually. Some employees found this easy and adapted quickly and those who found this a challenge had extra coaching through e learning.  

Performance Appraisal and Performance Management 
The company believes in getting the best out of their employees, 1-2-1 meetings held every 6 months to ensure that each individual is working to their ability and capability. This is a formal way of communicating to find out of any issues that the individual may have and gives the Line Manger to report any concerns they may have. Areas of weaknesses and areas of strengths all discussed in this meeting. A personal development plan (PDP) will be discussed all tailor made to the individuals needs and realistic targets are set so that it is easier to measure the targets set within a timeframe. At this moment, whether further training is required, determined by the PDP, it is the Line Managers duty to action any necessary objectives. 



 










5.2 Achar
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Achar Indian is the newest addition to our franchises of restaurants and takeaways. It recently opened during the pandemic. Although Achar is a dining in restaurant, it had to operate as a takeaway during lockdown. The business can only deliver up to a 5-mile radius anything over that incurs a delivery cost. 


[image: ]

Achar has its own website through which customer place their order; they also distribute their menus door to door in residential areas. Achar uses social media platforms such as Facebook and Instagram to upload images and engage with customers, it is another means of advertising. 


Motivation 
I have worked in Customer Services for a long time and have bought skills over to my own business to make sure it will have the same benefits. Achar’s extrinsic or hygienic factors are different to The Works we do not offer reward through Pension or Share Save neither do we offer extra holidays.
[bookmark: _GoBack]Achar’s extrinsic factor is simple and allows the motivational factors to overcome the shortfall of the hygienic factors. Our field of business is different, our menu when not dining in speaks for us, and quality of food is what matters here. When dining in the customer service provided the presentation of plating the food is what concerns the customers. Although at The Works, motivation factors are different but here in this business the comments we get from our customers, the positive and negative feedback motivate my staff. All positive feedback motivates the kitchen staff the head chef to do even better next time, negative feedback also motivates them not to make the same mistake again. Achar offers the staff the good rates of pay, paid holiday and sick pay. 
Training and development
Achar has a different approach to training and development, all kitchen staff expected to know all hygiene rules and be able to fill in the health and safety folder in the absence of management. They have the knowledge of kitchen rules and regulations if inspected by the Environmental Health will be able to pass the assessment without fail.
Frontline staff including delivery drivers been trained on the in house system, how to take orders and how to handle a complaint. 
Performance Appraisal and Performance Management 
Achar does not follow such performance appraisal the business approach is different here and 1-2-1 meetings are not always documented if anything it is more of a visual approach if someone is seen doing things incorrectly it will be discussed verbally there and then. 

Both companies run in a similar way, but have different approaches, their field of business is different but their business moral is the same. Customer service has always been important and for any business it is the backbone to the company, both use social media platforms. Motivation plays an important role for both companies as this brings out the best in employees now either this be a customer service advisor in a call centre or a head chef in a kitchen. I believe I motivate my staff through positivity through the business feedback we get, and always make sure that the kitchen staff get all compliments passed over to them, I use my training and development skills and bring them to my staff in Achar and address these issues to them so that they are focused and confident. Through personal development, I seek advice from my colleagues and ask them, is there anything that they can do to achieve better job satisfaction?



1. Personal Development Plan  & SWOT Analysis
I have decided to do a Personal Development Plan and a SWOT analysis for myself.


	My Goals 
	Which Goals need to happen first?
	When do I want to achieve this 
	What obstacles might get in the way?
	Chance to improve meeting my goal
	Where can I go for support?
	Review:
How am I doing 

	
	
	
	
	
	
	

	I would like to apply and get offered for the supervisors position in the near future – retires in two years 
	1. I would need to finish my BA Hons course at university first. This will give me more knowledge and a better understanding.
2. I would need to be able to complete all other tasks at work – such as dealing with complaints – being able to access all other systems be more confident in approaching difficult matters
	1. I would need to complete my studies in the meantime brush up on my duties at work get training on areas that I need to – so looking around 2021
	1. not finishing my course on time
2. lack of motivation
3. not getting the opportunity to fulfil training at the workplace – covid restrictions
4. vacancy not available or filled internally without advertising
	1. Offer to get training in other areas 
2. speak to my Line Manager let them know about my goals 
3. show more interest in other areas of the department
	1. My Line Manager
2. My university lecturer to ensure I am achieving the right grades on my course
3. Friends and family who have worked their way up
	1. 2nd year at university
2. currently working from home so have not had a chance to discuss goals with Line Manager





















2. Conclusion
After analysing all the factors involved in developing relationships within the workplace, it is very clear that the organisations have to have motivational vehicles in place in order to create engagement between the employees and motivation in order to succeed, training and personal development is crucial so that the right candidate is in the right job role.
Small business like Achar cannot afford all extrinsic motivational factors, like pensions or employment benefits yet their employers overcome this shortfall and continue to work for them.
Big companies like The Works have the financial scope to offer their employees, benefits such as pensions, shares and holiday pay that, motivates people to stay on for longer.
 Motivational factors only motivate employees but does not support productivity, demonstrated by Herzbergs theory that  in many cases small business, people may dislike the company or their employer but they are satisfied with what they do and their job role.
Job satisfaction comes in many forms, some get satisfied with the financial rewards and others through their individual roles within the workplace, their colleagues, and the environment they work in. All jobs require motivation and this clearly comes from engaging with your employees through motivational vehicles, training and development and Personal development.
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Intrinsic factors 


working extra hours 


going the extra mile


always there to help collegues


getting involved in team feedback


flexibility in the workplace


creating positivity in the workplace











Extrinisc factors 


disciplinary action


promotion


payrise


extra holidays


appraisals


rewards











Manualand IT skills


Leadership skills


Personal skills


Interpersonal skills


Organisatonal procedures


Leadership and Management skills






















Bitesize Training


On the job training


E -Learning


Transferring Learning








Performance Management


Increases motivation


Self esteem is increased


Managers gain insight on subordinates


Self insight and development enhanced













SWOT Analysis


STRENGTHS - Customer service experience for over 20 years, confident, team player, positive attitude, quick learner,reliable and honest, approachable


OPPORTUNITIES -Experienced enough to take on management positions, can train others, once graduated can apply for better positions 


THREATS - If company wants me to work full time and I can't may jeopradise my position, lack of motivation may delay my university course. Currently working from home - may demoralise me as I am on my own.





WEAKNESSES - Over friendly, can get carried away when talking, people rely on me so then I do not get my work done, cannot take a fuul time job due to commitments
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