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1. Introduction 
In our days, a successful company knows how to create values, implement and respect them, how to recruit, train and develop its employees, and most importantly, the company knows how to create and sell its product to its own target audience. 
The company Pets at Home was founded in 1991 in Chester by Anthony Preston and by then it had just one small store. In these days the company is formed by 453 stores and veterinary surgeries (each shop has its own veterinary surgery), 47 separated joint veterinary business and 3 warehouses that are suppling the stores with everything they need in order to satisfy the customers need for their animals at home (Working in the Distribution Centres | Pets at Home Jobs & Careers, 2021).
The company won numerous awards such as in 2013 the company was voted by Sunday Times Best Big company to work for, in 2016 it was voted the 7th place in Great Place to work and in 2019 the company achieved 700.000 customers (Working in the Distribution Centres | Pets at Home Jobs & Careers, 2021).
This case study it is about Pets at Home Warehouse NDC that is located in Stoke on Trent. The aim is to present and describe how the warehouse it is achieving its goals by keeping its employees happy, motivated and committed. 
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2. Part 1: Case Study
The first Pets at Home warehouse was built in Stoke on Trent, NDC storage, in 2003. It now has 400 employees, 21 first line managers, 3 senior managers and 2 general managers (About us | Pets at Home Jobs & Careers, 2021). 
It is one of the biggest warehouses in Stoke on Trent and it is one of the best warehouses to work in that city (business life statistics). The warehouse is currently shipping for 285 stores around the United Kingdom with its own transport department. 
The values that the warehouse is build are pushing and motivate its staff to be courageous, honest, respectful, inspiring and supportive and because the staff is placing the pets above everything in this warehouse, the company policy encourages the employees to bring their pets with them at work. This is a unique opportunity for the employees who live alone, therefore no one can look after their pet while they are away. 
The warehouse has its own recruit process just to make sure that the ones that pass the tests understands the challenges and the standards that the warehouse is requiring. The employees in this warehouse come from different countries and they have different accents, beliefs, education or experience, so the HR and managers put accent on respect, and they are providing different programs to help its employees to fit in, feel like part of the team and to develop their skills. The company prefers to invest in its own employees rather than bring people from outside when important positions are to be filled (About us | Pets at Home Jobs & Careers, 2021). 
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2.1. Importance of training and development
In our days training and develop the employees in organisations represent the main priority if that organisation wants to keep its employees happy, committed and avoid too loose them by changing their jobs. Because keep looking for the right candidates, skilled ones, it is expensive, for organisations is more in hand to invest in training and development for the current employees. By train and develop employees in organisations you increase efficiency, performance and productivity (Kaushik, 2020).
Even if companies and humans in general are using the terms “training” and “development” together, they represent totally different things that somehow complete and support each other. Employee training is described as the process to learn new skills and gain knowledge in order to act immediately on their current role and on continuing improvement in their role, while employee development it is used to benefit and increase employee’s performance and growth (Simplilearn, 2021). 
The process of training followed by the process of development support employee satisfaction and business performance by: 
· Technical, human and managerial skills are enhanced so the productivity will increase, and the quantity and quality of the work will get better.
· It will reduce the risk of damaging goods and machines.
· It will reduce accidents at workplace so less money spending on medical expenses and investigations.
· Improvement of employee’s carer because they are completing the task in a proper way.
· Improvement on employee moral because they have the knowledge about the process running at their work environment (Zahran, 2020).
At Pets at Home warehouse, the training and development of the employees is very important. The managers know that if they want to keep their employees happy, engaged and committed they have to offer continuous possibilities for training and, they must invest in each individual development. The more the company invest in its employees, the more the employees will work harder, better, so the company will achieve its KPI and will prosper. The training starts with basic training on all the trucks (low level order picker, counterbalance and reach truck), followed by training on all the departments (picking, decant, goods in, goods out, etc.).
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 The career path that the warehouse is following it is called “clear route ahead” and it is formed by frequently one to one meeting where your training and development is checked, and your next steps are implemented. 
After the employees are fully trained as a warehouse operative, the warehouse is offering different apprenticeship programmes and internal programmes as well, such as warehouse to wheels. The apprenticeship programmes are Diploma in Leadership and Management (level 5), Diploma in Management (level3) and Certificate in warehouse and Storage (level 3). After the employee complete all these three courses they are moved to a “step up” position until a position for first line manager is empty.  (pets learning and development)
2.2. The impact of rewards in an organization
Employee turnover is a serious problem for any organisation in these days. Rewarding your employees can help to keep your employees in your company, however just rewarding your employees it does not mean they will stay in your company forever. The more rewards the company will provide, the more the employees are likely to stay (Terera, 2014).
An organisation creates a reward strategy to support the business and to achieve three important points: fairness, performance and competitiveness. The rewards can be financial (extra pay, bonuses, extra holidays) or non-financial (recognition, skills development, career planning) and they are always in both company and employee benefit (Moodle, 2021). 
Towers Perrin reward model
This model is the simple way to divide and organise your company reward strategy in order to keep both employees and employers happy. It is divided in four quadrants: learning and development, benefits, pay and reward and work environment (Wilkinson, 2007).
	Pay/ Reward
	Benefits

	· Different levels of pay
· Annual bonus scheme
· Company shares
· 28 days holiday paid.
· Recognition scheme
· Birthday leave paid.
· Pet/ child birthday off paid.
· Colleague contribution

	· Life assurance for all family
· Long service awards (5 to 30 years)
· Retail discounts
· Discounted private medical insurance for family and pets 
· Car allowance for some roles
· Cycle to work scheme. 
· Private pension
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	Learning & Development
	Work Environment

	· Training on different trucks
· Training on different departments
· Diploma in Leadership and Management (level 5)
· Diploma in Management (level3)
· Certificate in warehouse and Storage (level 3)
	· Employee voice
· Leadership 
· Company values 
· Employee assistance programme such as: Retail Cure and Mind, Alzheimer`s Society. 
· Health and safety representatives



In the first quadrant is presented what the Pets at Home warehouse offers in terms of pay and rewards. The warehouse offers three different levels of pay. Employees can increase the level of pay by taking new trainings (enhance more skills) or by performance, which motivate the employees to engage and perform better. At the end of each ear, each employee is reward with a bonus based on his work, attitude or team player (annual bonus scheme, recognition scheme). The warehouse also offers each employee 28 days paid holiday and on top of that, the employees can buy five additional days. Furthermore, when is your birthday, your child birthday or your pet birthday, you receive paid holiday as well. 
The benefits quadrant describes some of the benefits that you will have by working in this warehouse. The company is looking after your health by paying the whole employee family life insurance and discounts when employees are going at a private clinic. After employee worked here for five years, every five years that employee will be celebrated, and he/she will receive different kinds of rewards for long service, and he/she can enjoy discounts in every Pets at Home shop. On top of that employee benefits ways to travel at work and private pension scheme (3% of your salary).
As discussed above, in this warehouse you have lots and lots of opportunities for training, learning and development (learning and development quadrant). It is completely up to each employee on how much he wants to learn and develop. The company is offering training from low level order piker until the employee can become a proper, skilled manager (Diploma in leadership and management – level 5). 
The last quadrant is about the work environment and about what the company offers to its employee for them to feel happy and enjoy themselves while they are working. The managers and the HR people are amazing, and they go above their powers to help employees in whatever way they are needed. 
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In the warehouse anything that employees have to say, they are listened, and the ideas are very fast implemented, because after all, the employees are the ones that form the work environment, so they are the ones that need to feel good. The company implemented a set of values (be courageous, honest, respectful, inspiring and supportive) that are followed and presented all the time in order for all the employees to have a proper environment and to work as a connected team. The company also implemented a set of assistance programmes (Retail Cure and Mind, Alzheimer`s Society) that help employees that may be struggling with depression or mental wellbeing (Rewards & benefits | Pets at Home Jobs & Careers, 2021).
2.3. The role of different motivation factors and the importance of employee motivation in a business performance
Motivation 
Is derived from the word “motive” which stands for a reason to do something, to act in a different matter. It is the force that creates the most important reasons to go above and beyond. It represents the process that guides and initiates employees to maintain a goal-oriented behaviour about work and company performance, however, if the employees do not keep going forward no matter what difficulties come in their way, and they do not bring grit and focus, motivation is not enough to achieve certain goals (Moodle, 2021).
There are two main types of motivation: extrinsic and intrinsic. Extrinsic motivation refers to an individual actions for other people. The outcome is different from the facts and actions that that individual is performing, for example, an employee work hard to achieve the higher performance in order for him to receive a bonus, not because he enjoys that job or because he is taking pride in the work that he delivers. On the other hand, intrinsic motivation involves engagement, pleasure, and it is work related. The employee is happy with his work, he enjoys performing it and the outcomes are in both employee and company benefit. For example, an employee is staking all the items on the pallets tight and straight because he enjoys things done in a proper manner (Legault, 2016). 
Key motivation theories  
Motivation theories can be divided in content theories (focused on what keep humans motivated) and process theories (focused on how humans get motivated). These theories have a big impact on work environment, and they are focused on how to influence the employee motivation and on what companies can do to fulfil the employee’s needs for them to perform in company advantage (Torkaz, 2019).  
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1. Maslow`s Hierarchy of Needs
It was developed by Abraham Maslow and it was presented in 1943 in his own paper “A Theory of Human Motivation”. He believed that for humans to become motivated, there are five different categories of needs that need to be completed. He assigned the fundamental human needs at the bottom, raising to self-actualization (Einstein et all,2016).  
 
(Moodle, 2020)
He called the first four layers (biological and physiological needs, safety needs, belongingness and love need, esteem needs) “deficiencies needs” and without enhancing those humans will feel tense and anxious, moreover, before they focus on reaching for the self-actualization layer, they need to make sure that all the under-layers are met. 
· Biological and Physiological needs
This represents needs such as air, food, clothes, needs that the human body cannot function without. They are the most important, so they need to be met first.
· Safety needs
After the biological needs are met, the safety ones become dominant. Personal and financial security, health and well-being or safety against accident/illness represent the main safety needs for each human being. In the absence of safety needs humans can fell stress disorder or trauma.  
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· Belongingness and love need.
Once biological and safety needs are sorted, human’s feelings for love and belongingness needs to be satisfied as well. As a child, these needs can complete safety needs as well but if you raise without them, as an adult it can be difficult to create and maintain friendship, to build a family or to create loyal intimate relationships. In the absence of belongingness and love needs, people tend to become lonely, to develop anxiety or clinical depression.  
· Esteem needs
Maslow explained that in his vision there are two versions of esteem. The “lower” version refers to the need of respect from others (need for status, fame, attention) and the “higher” version is about self-respect (need for strength, competence). The higher version always takes percentage over the lower version. In the absence of esteem needs human can have feelings like weakness, inferiority and helplessness.  
· Self-actualization  
To fulfil self-actualization needs, individuals need to realize their own potential, accept it and then accomplish everything they are capable of. 
Maslow states that all the five steps are not separated, instead, all of them are closely related, and all the hierarchies are interrelated (Einstein et all, 2016).
Factors that Pets at Home warehouse implement according to Maslow`s hierarchy of needs: 
· Biological and Physiological needs
The company is providing for its employees free fresh water and hot drinks, access to canteen with hot/cold food at accessible prices, free summer/ winter uniform and a maximum hours that an employee can work per week.   
· Safety needs
Anyone who do not work in this warehouse cannot come inside, not even in the car park, the health and safety rules are implemented and followed very strictly. In case of illness or accident at work the company will financially support you and they also offer private pensions for when employees decide to retire. 
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· Belongingness and love need
Because the warehouse is built on valorous values, the team is very friendly and at work you feel like you are with your family. The colleagues are always there to support each other, and the managers are always ready to listen to the employees.
· Esteem needs
One of the company values is respect, so all the colleagues are respected and respectful, managers appreciate employees with good ideas and perform well and they provide feedback frequently. 
· Self-actualization  
The company really cares about employees’ careers and aspirations, so the right employees have the chance to develop themselves by taking the courses that the company provides.
Importance of employee motivation in a business performance
What every company should realize is that motivated employees are the key to that company to success, to achieve its goals. If the power of motivation is reached in that company, that means the company have the most powerful weapon in front of its competitors. 
According to Luthans, the process that inspire, leads the behaviour of employees and their performance it is called motivation.  Managers and HR people should work as a team to maintain its employees happy and engaged, because in a company the employees are the most expensive and important tools. The happier, motivated and skilled the employees are in an organization, the more they work better, so the company it is achieving its target, its KPI and the company do not spend money on hiring new people constantly. 
When employees are not motivated the company outcomes will be unfulfilled tasks, no efficient work procedures, no engagement to the company, employees are not willing to work overtime, etc (Trskova,2015).
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3. Part 2: PDP
A personal development plan represents the main tool that a proper employee should focus on if he wants his career to prosper and develop in the right direction. 
A PDP scope is to gather and store information and details about your characteristics and skills as an employee, and it help the employee to plan his own development of new skills that he wants to gain or, to improve the weak ones.
Other’s characteristics of PDP can be:
· It provides on what skills the employee has working on by looking back at his history, and by looking forward, it helps others to identify the plan of his further development.
· It is composed by each employee individually even if it is created by the company (self-direction).
· It can be used to develop and structure a meeting with a certain employee. Receiving feedback represent an important aspect in an employee development.
The feedback and the motivation that are generated by the employer can be defined as the key for the employee focus and development, however, the employee should come along with practice, reflection, learning and passion (Lejeune, 2018).
3.1. Personal development plan for an employee
	Objective
	Time
	Success 
Criteria 
	Short Term
	Mid Term
	Long Term

	Communication
Skills 
	Up to three months
	1. Able to understand another colleague idea, opinions.
2. Learn as much technical words as possible 
	1.Integrate and become a part of the team.
2.The company offers English courses for foreign employees
	Understand better the process that the company is following.
2.The company offers courses about the process and its own values.
	1.Able to train new colleagues.
2.Able to explain whatever is it that other colleagues do not understand

	

LLOP/ PPT/ Counterbalance/
REACH Truck training
	

Up to two years 
	



1.Possibility to be trained in more departments. 
2.Fill the gaps in other departments
	

LLOP and PPT training (new departments training)
	

Counterbalance and Reach truck training (new departments training)
	
1.Able to work on all departments.
2.Able to stand up when is an emergency at any department.
3.Become a valuable employee

	Taking pride in the work delivered
	From the start
	Become a trustful employee that can be asked to complete critical tasks 
	Able to achieve the basic task and performance
	1.Build self confidence
2.Become prepared for critical tasks and work under pressure
	1.Able to work in every department and deliver a perfect work.
2.Become an example for other colleagues



At Pets at Home, as a new starter, your main job is voice picking goods on a llop. That means that in the first two weeks as an employee you will be trained on a llop straight away. After you feel comfortable driving the llop (it takes usually up to six mounts) you can apply for a counterbalance and then reach truck training. With each new truck that you are learning you will be trained on a new department, for example, when you are llop trained you can do just picking but if you pass your counterbalance training you will be trained on goods out/despatch and so on. It means that as an employee you gain new skills, new knowledge about the company you work for and about the process that is going on over there. The more jobs you learn, the more your work will differ every day and, you will become an important skilled employee for the company.
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4. Conclusion
To speed up the process in a company, to make things get better, to improve the workforce in a company, it is important for employers to understand why their employees act the way they act, what is motivating them, what are their aspirations and expectation from the company or maybe how can them perform better. 
As a recommendation for employees, I suggest showing your best interest for the company you work for and to take as much pride as you can in the work that you deliver. Staying in a same company for years and years is nothing to worry about. As an employee you grow and develop, and you become a key worker. For employers I recommend developing a great pack of benefits and rewards for your employees, to invest in your current employees if you want your company to save money, to maintain a healthy and happy work environment and most important, to ensure that your employees are motivated, engaged and committed. 
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