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Introduction

Career planning is essential for both the individual and the organisation that he/she is working for as career planning includes personal and professional development plan that will further the individuals career in their respective field and at the same time it will improve their efficiency and effectiveness that will allow the company to extract more from the employee and reach the company objectives. During the process of career development, an individual will go through various stages. The individual will begin as an apprentice where he/she will learn about the field and then will move on to work in teams and with gathered knowledge and experience, will become a mentor where the individual will guide the others (Tulgan, 2000). 
The personal development plan (PDP) also has a lot to do with personal progress and this progress begins with adolescence whereby the person will start gathering knowledge and using the knowledge followed by growth in that field and the last stage is called late adulthood where the person will likely retire. This study will contain information on the performance management and career development plan that I may implement to further my career. At present I work at the Department for Work and Pensions (DWP), which is an organisation that provides numerous services for the public that seek welfare benefits. The organisation is a non profit organisation.
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Career planning

Career planning begins with the identification of one’s desired goals based on the attributes of the person and their capabilities. It is essential that the individual collects a lot of information about the field he or she is about to pursue as capability is the key (Abrams, 2003). I have always been a people’s person and I am quick at understanding their needs. The welfare industry was the best fit for me as I possess the attributes needed to be a good sympathiser and present myself in a very helpful way to customers. In order to excel in my role at my work place, understanding theories associated with public welfare, the economy and the wider community is essential when deciding if a customer is eligible for Employment and Support Allowance (ESA) benefit. As part of the procedure of claiming ESA, customers are referred for a medical examination test to ascertain their capability for work. I am also a manager and to understand the work of my employees, it is essential for me to undertake such training.
Theoretical knowledge alone is not enough and on the job training is where all the necessary skills are acquired and here is where a mentor can provide all the relevant knowledge and support. In my case,   I consolidated the training with a mentor for two weeks. The mentor supported me as and when required on how to put into practice the training by learning how to communicate with difficult customers with medical conditions over the phone, to discuss their Work Capability Assessment (WCA) test results. A Health Care Professional (HCP) assesses the customer at a centre and writes a report and places it on a medical assessment system called (MSRS), which stands for Medical Services Referral System. During this period of my consolidation, I frequently reassessed my progress as a decision maker in the office and have achieved my goals and objectives to do my job now manage other decision makers.
What is required of people and examining their expectations

Needs and expectations of people vary very drastically and as a result business organisation have to make sure that these expectations are identified and bought forward to provide better services. Take for example my organisation. Customers expect to be treated fairly and equally due to their medical conditions. On the other hand the employee’s expect to be well compensated for providing services (Gardner, 1987). As a decision maker and manager, one of my tasks is to manage my communications in meetings and with customers as well as completing reports within the targets set for me. In my organisation such information is attained by regular communications with employees and customer’s feed-back. 
As a decision maker and manager I am also a keen observer for identifying the correct decision based on documented evidence and verbal evidence. I ensure I understand fully the customer’s grievances and based on them, arrange solutions. For example if the customer has had a change of circumstance since their WCA and provides medical evidence, this would be considered when the final decision is made for eligibility of the ESA benefit.  To manage the expectations of the customer I  explain the procedure, clearly and concisely. 
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Through this process I bring into focus what the purpose of the telephone call is about and at the same time what can be done to make sure that the customer has been treated fairly according to legislation and the evidence provided by the HCP from the WCA, which is then up loaded on to the MSRS.
Manage people within guidelines and their own career paths 
To have a fruitful career it is essential that an effective career path is chosen that takes into consideration one’s own abilities and interest. Interest allows individuals to perform well in their desired careers or they may face job dissatisfaction which can damage one’s career (Barbato, 2010). As a manager and a decision maker, it is my responsibility that employees receive relevant and necessary skills to be better at their job through additional lessons and training and this can be achieved by keeping close eye on the activities of employees. Take for example an employee providing service to the customer by handling a difficult customer enquiry well, it is very possible then that they will be given the chance to become experienced through additional interactional training. To achieve all the stages on Maslow’s model it is essential that an employee progresses through a career path way and that can only be accomplished with constant learning and improving.

Maslow’s Model:
[image: Image result for maslow model of communication]
[bookmark: _GoBack]
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Managing career development of people

To choose a suitable career is a mandatory issue for everyone. Not every career is for every person. That is why, it is very necessary that one finds out which career is the most suitable one for them. A person should apply reason while taking the decision for choosing a career. The management of career development requires a lot of time and a lot of effort as well. It basically starts from the early period of time (Hirsch, 2014). 

A Model of Career Development
Discuss and choose ambitions and goals
Identify my personal strengths and weaknesses
Can the goals be met and achieved realistically 
What are my career training requirement’s
Identify the resources available for my career requirements
Take steps towards goals by learning 
Assess steps on a regular basis in order to ensure goals are met

Source: Notes from class

One should take the decision which career he wants to pursue in his life and then should make their whole lifestyle devoted to attain that career. The choosing of career should be such that it matches with the person’s preferences, personality and talent. After acquiring the preferred career, everything possible should be done to preserve that career. Skills and abilities should be developed so that the career adopted gets better. Research and experiments should be done whenever they are needed. Managing career development of people is actually a series of steps, which have to be taken throughout the life, one step a time, in order to achieve the desired career path and to excel in every aspect of that career. As a decision maker and a manager I make sure the capabilities of employees are taken into consideration to guide them on a better path that allows them to perform even better and earn more. Based on their capabilities I arrange for them to go to seminars and training sessions that can help the worker know even more about the medical services system within the DWP.
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Managing performance and succession planning

Performance in the job sector is a very important issue which has to be taken into consideration. Succession planning is the procedure to find out eligible candidates who will perform their activities as the new role model or leader after the already leading people will retire or move on to different departments or jobs. Although, the management of the performance and succession planning does not rely completely on the finding of new leaders, it is more about assessing the overall condition of all the people working together in the same environment. The process also includes identifying the positions or employees whose works are at risk and who are not giving performing in their responsibilities (McIlveen, 2012). 

[image: ]
Source: McIlveen, 2012
Succession planning is very necessary to fill any gap in the organisation and for that I as a manager identify the need of the succession plan and as it is the DWP WCA section, a lot of succession candidates are chosen from within the organisation that are familiar with the culture and the WCA department. I go through their strengths and weakness based on the past performance. I then place them into their new role with elaborate instruction and also provide them the necessary training to make sure he/she is able to handle the job. I also make sure that I keep a constant eye on the newly appointed and point out areas that require support as it happens so corrections can be made in time to improve their skills. Performance in the job sector is a very important issue which has to be taken into consideration. 
Succession planning is the procedure to find out eligible candidates who will perform their activities as the new role model or leader after the already leading people will retire. Although, the management of the performance and succession planning does
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not rely completely on the finding of new leaders, it is more about assessing the overall condition of all the people working together in the same environment. The process also includes identifying the positions or workers whose jobs are at risk and who are not giving their best shot in their responsibilities (McIlveen, 2012).
It is the core objective of managing performance and succession planning to find out new abilities in new people and place them into positions in which their potentials will be utilised. There is clear difference between high performance and high potential. 
Below is a diagram that presence the two:
[image: Image result for difference between high performance and high potential]

Source: Identifying Potential in Performance

The management should possess the ability to differentiate between the two and find out the appropriate position for appropriate people. If the succession planning is made effectively, it will boost the performances of the people in a workplace and they will have the opportunity to improvise their performances which will ultimately bring welfare for the company. As a decision maker and a manager it is one of my duties to assess employees and provide advice to the management for their opportunities and same is the case when it comes to an ineffective employee. As a manager and decision maker, it is also my duty to ensure all the position are filled within my section of the office and as a result the evaluation conducted by me helps with selection of the right people for the right job.
Support structures within the organisation

Any organisation needs a support structure. It does not matter if the organisation is small or large. A support structure is a demanded issue for any organisation. Support structures form the base of all the organisations and these structures should contain the mobility to change whenever it is needed according to the needs and demands of 
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the customers or the recent trend in the economic and socio-political issues. 
Some of the most important support structures for an organisation are human resource, outsourcing, management, cross-training etc. All these support structures within any organisation have their specific roles and responsibilities to play. The human resource finds out the eligible people for doing the business operations and keeps track on each and every one of them to check if they are doing their assigned jobs correctly (Piotrowski, 2009). On the other hand, the management manages all the duties and activities, which are done by the people within the organisation. It is the duty of cross-training that will allow the employees of the organisation to have flexibility while working and making their talents thrive. The support structure also finds out third-parties to do more additional project work and that is known as outsourcing. 
All these support structures together make the organisation a successful one. In the DWP outsourcing is mainly done from site to site within the DWP. It may be that a centre has received much more claim files than another site and therefore requires support in meeting the waiting period target for customers to receive their decisions after attending a WCA. 
Communications will then be conducted to ascertain the employee number level for each site and decision maker count against the claim files received and then the movement of files can be delivered to balance the work load in order to meet the waiting period target for our customers. This system also requires a temporary change in the way in which customers are dealt with based on their geographical post codes. This support system for outsourcing plays a vital role in the performance of DWP and the adaptability of its employees.
All employees and other managers rely on each site manager to adapt to changes and guide them through any difficult periods. The support structure is essential for making sure all the employees are able to play their parts right. The employees in my case are empowered to take decisions that are best for the organisation while remaining within the confines of the DWP guidelines. There is a set structure that the employees take based on the chain of command to get the appropriate support that they may need.

Assessment and Training centre Rooms is one of the techniques that can be used to assess the employees at a higher level and it helps with evaluating how the employee does while interacting with the people around them on day to day basis. This evaluation helps the management to understand if the worker is capable of taking up a task. The DWP uses this technique to appraise me and based on my capability will assign tasks to me. For example as a decision maker and a manager I am good at guiding others and act as a team player and as a result I was assigned the manager’s position in the department for managing the decision makers for report writing.
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Then there is the written evaluation method that is effective in appraising employees in small organisation where by the essay of the employee brings forward the capabilities and lacking of the workers. With a good understanding of the workers ability the right work can be selected for a worker (Rothwell, 2005).
Setting objectives that are to be achieved within a given time is another form of appraisal as this allows the manager to judge if the decision makers are able to complete higher targets. I use this technique to evaluate my decision makers lack of achievements and at the end of a given period, I will suggest to them what course of action could have been taken.
Then there is easier methods like the rating scale where the activities of the decision makers are rated based on the efficiency shown. Here the rating system varies based on scale and the number achieved depicts how good or bad the decision  makers speed and quality is of the report and the customer service provided.
Our quality checking system can be very accurate as it allows the manager to know how effective the decision makers have been by the people who surround them and their influence. As the data is attained from different perspective hence it tends to be quite accurate. This is also one of my go to techniques where I seek to acquire information about the decision makers quality of customer service and report writing at speed. I will then provide the decision makers with the supervision they need if required in their one to one meetings.
Utilising fair methods to ensure appraisal objectives
To deliver appraisals it is of the utmost importance that the assessor is unbiased. The selected process has to be designed in a way that takes into consideration all the aspects of an employee’s job description. So the first step in this case would be to come up with a fair appraisal structure. It would be unfair to judge an employee with another who may not hold the same position or even work in the same department. So a balance has to be achieved and the right method of rating the employee has to be found based on the responsibility carried out by them (Piotrowski, 2009).
Creating a fair appraisal report is very necessary and this has to be created from the view point of an un-bias party through their observations. Here the reviewer will observe the tasks carried out by the workers and make analysis based on the method and efficiency to which the task was carried out. All the aspects of the job carried out have to be considered so that they can be addresses immediately. I make use of this tool on a regular basis as the information gathered for the report is collected by me and the result of the findings can be relied upon.
Appraisal interviews have to be conducted to give decision makers the chance to defend themselves in case of bad reviews. The decision makers in this case can bring out what actually went wrong and how they can improve it. 
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In my case the review is presented to the decision maker in a one on one meeting with the decision maker where it allows them to bring up anything to defend themselves.
After the review is presented the assessor has to make sure that the right training or remedial actions are taken to make sure that the decision maker is able to perform better in the future. 
Method to record, evaluate and monitor to monitor individual feedback

There are various methods that are used by the organisations to monitor and provide feedback over the work that is being performed by decision makers. This provides individual feedback allowing the employee to make changes to their current working process. Here, the monitoring and evaluation process are done from the perspective of the manager that controls the team and these are the methods I use to monitor and evaluate the work done by an individual of the team. 
· Self evaluation and review: This is effective for performance review and here the decision maker is asked by the manager to judge their own performances and the work they have carried out in the organisation. The self evaluation process also includes; feedback that is provided by the employee and the employee can also find any discrepancy that might exist in their work, hence leading to getting understanding of the performance completed by them. 

· 360 Evaluation: This is mainly done within a certain department of an organisation and this process also consists of feedback that is provided by the employee to the department head of the organisation (Eliot, 2016). The evaluation method also includes the competency of the decisions made in their report writing and whether the employee is capable of collaboration or not is also measured by this process through co-worker feedback. 

· Graphic scale: This method is utilised by the managers and they use a scale that includes various areas of tasks and duties. This also makes the manager compare the performance that is done by the employees before and currently. Most of the time managers analyse the attendance sheet, capability to complete the work within deadlines and responses provided by other colleges. 


Learning styles and the range of training/development opportunities available
 
There are many ways to train people and each organisation has their own way of doing so based on their needs. This learning can be practical as well as theoretical in nature and both are necessary for running a company. One of the most used training formats is the instructor led class room training as this involves imparting knowledge 
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to the professionals in the confines of a class room. The instructor is a knowledgeable person, expert of their field (Dwyer, 2015). 
During my course of  WCA management I had instructors acquainting us with various aspects of managing teams within DWP and taking care of the customers. The interactive is above the in-class lessons where the instructors also practically show the how-to accomplish task as was done during my training. Making use of charts, pictures and presentation can be quite interactive and can help disseminate a lot of required information to the learners quickly.
On the job learning is the most effective way of learning I believe and this is what I prefer to use to train new recruits as it ensures every minute details are practically shown to the recruits so that they may be able to do it on their own. This is also the place where the recruits learn the practical aspect by actually physically doing it. Monitoring and mentoring is very necessary here to see the progress of the workers and guiding them where ever they go wrong. I act as a mentor to all my new recruits whereby they follow how I get a decision done and what approach is best suited for a specific situation. For example how to control a difficult telephone call with a vulnerable customer when providing bad news. Keeping within legislation and providing clear supportive solutions is key. In addition to this ensuring the conversation is not diverted away from the legal script at the same time maintaining the empathetic tone throughout the conversation.  Mentoring takes a lot of dedication as the learner may have a lot of questions and may be a bother to teach.  
Mechanisms to provide appropriate feedback to individuals

There are various ways to provide feedback to the team members and one of the most effective methods is the face to face conversation as this can point out the faults and capabilities of the employees to them without letting others know about it. The information in any case has to be presented in a polite fashion so that after the appraisal the employee remains motivated to do better. The appraisal has to be done in the right time so that it is beneficial for the organisation also (Barbato, 2010). The feedback has to be fare and should not be bias in any way as this will discourage the team members and at the same time may also give rise to organisational conflicts. The appraisal may also be presented to the member in the form of a letter or email with very specific points that may require work in the part of the member.
As a manager I tend to use the face to face method the most as it is a more personal approach and it allows me to better explain the issues to my team members. I do this by presenting the information to the member in a manner that does not put them down rather motivates them to make sure that they will want to do better the next time and I do this by using constructive criticism veiled in suggestions. 
Career development strategies including the wider context of sustainability

It is highly important for an individual to make a career in a certain sector but this is 
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equally important for the individual to maintain focus on sustainability when they are developing that career. 
Here the strategies have been discussed and the broad situation associated with sustainability. 

· Research: This mainly includes the first step towards making a career where an individual is required to know about his competencies and also make more connections with people outside the organisation, if the individual is still working at an organisation. This allows them to gain knowledge about the current situation. In my case as a manager and a decision maker this was done in order that I could learn about what I was actually good at and as I was interactive and good with people, the management course was a good choice for me.
· Assessing current situation: This is important as it provides growth potential for the future (Bernardin, 2007). The individual is required to know about his competency level and if necessary, get into training sessions with other institutions to increase in ones potential. From the current situation it is evident that my selection was correct as now I am the manager of the Benefit Centre at Hackney East London branch in the Work Capability report writing decision makers section and I was able to attain this position by years of relationship building and learning.
· Getting work experience: The individuals that are trying to include sustainability in career development are required to gain more experience on every professional function. This is because whilst they are in the preliminary stage, they are also unaware of their own potential in their future. In the last 2 years I have gathered experience from all the departments of the different areas of the WCA procedure including the type of medical conditions that determine if customers are placed in the lower Work Related Activity Group (WRAG) or the higher Support Group (SG). The WRAG is when the customer is obliged to attend the jobcentre to review customer’s job prospects throughout the period of being in the WRAG. However, if the customer has more severe medical conditions then they are exempt from attending the jobcentre and they will be in the SG. I have also gained knowledge on the payments and medical analysis of the assessment process. I looked into all the departmental procedures and gained a very clear understating into how all the different stages of the procedure operate from the moment the customer makes that claim until I pick up the phone and engage with them. This final stage of the procedure is known as the most vital stage as it determines eligibility of the ESA benefit based on the medical assessment outcome conducted by the HCP and their recommendations. 
Flow chart of the process and procedure for this ESA benefit
This framework is from a site that supports people with the condition Multiple Sclerosis (MS). It is called the MS Society. The website provides instructions for customers who are unable to work and how to make a claim for ESA benefit. 
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The diagram below is a short description that shows the basics of how the ESA journey starts and ends and or if the customer is not satisfied with the group they are placed in and the procedure to follow in the event:-
ESA flowchart
[image: https://mss-cdn.azureedge.net/-/media/52dab39635594e6c8e0f90a33502f91e.jpg?hash=324DA0D42A12876731D384F23C6FC3DEBED6D8FB&la=en&sc_revision=d248b0eceff14d82a2756e48cbc6f7a5]
Source: MS Society
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Personal Development Plan: 

	What are my development 
objectives?
	Priority
	What activities do I need to undertake to achieve my objectives?
	What support/resources do I need to achieve my objectives
	Target date for achieving my objectives
	Actual date of achieving my  objectives

	To become a competent senior manager in the DWP or improve and develop to a senior skills level in another organisation
	High
	Spend time with senior managers on a regular basis looking at how their daily activities 
	Support from a senior manager to mentor and guide me through senior management meetings, tasks and undertake sample duties. 

	April  2019
	

	Agree with current manager in my PDP meetings of my aims and goals and request time from normal duties to make them achievable 

	Middle
	Attend events, which include senior personnel with the potential to enhance my skills level
	Any training courses in relation to the aims and goals of achieving the skills for senior level 
	March 2019
	

	Speaking formally and improve how I articulate information in a public formal setting at work place or events
	Low
	Training courses for this skill ie. Speaking in public training. Volunteer to present information at events
	Request feedback from colleagues and review  and reflect before taking next step 
	February 2019
	

	Review Date:
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Conclusion

From all the above provided information it is evident that running a department like a Benefit Centre requires dedication and constant development on the part of the manager and their team members and the effort made by the management to bring about these changes. The information provided also show that following the right course can help attain success in a short time provided the career management plan is created well and followed. A good sustainable standard of behaviour and partnership towards members of the team is shown by way of the right kind of manager’s behaviour, vision and outlook on life in work and outside work. Reminding oneself that we are all employees and teaching and learning comes both ways and that progression in learning should be encouraged by the person who is teaching.



















Page 14 of 15
References

Abrams, M., Patchan, K. and Boat, T. (2003). Research training in psychiatry residency. Washington, D.C.: National Academies Press.
Barbato, P. (2010). Inspire your career. London, Ont.: Insomniac Press.
Bernardin, H. (2007). Human resource management. New York: McGraw-Hill.
Dwyer, J. and Hopwood, N. (2015). The Business Communication Handbook. Melbourne, VIC: Cengage Australia.
Eliot, G. (2016). The mill on the Floss. New York: Open Road Integrated Media.
Gardner, J. (1987). Choosing effective development programs. New York: Quorum Books.
Hirsch, A. (2014). Job Search and Career Checklists. JIST Publishing.
Identifying Potential in Performance chart https://www.google.com/search?biw=1366&bih=657&tbm=isch&sa=1&ei=iOISXLfUIpyJ1fAP95yZuA0&q=difference+between+high+performance+and+high+potential&oq=difference+between+high+performance+and+high+potential&gs_l=img.12...729404.729404..733277...0.0..0.70.70.1......0....1j2..gws-wiz-img.8ZyPBH9yXRo#imgrc=H9IxXJFxw-l9FM: Accessed 18/12/2018
Maslow’s Model https://www.google.com/search?q=maslow+model+of+communication&source=lnms&tbm=isch&sa=X&ved=0ahUKEwiGn-vD8p3fAhVUtnEKHctKBUoQ_AUIDigB&biw=1366&bih=657#imgrc=hsQk0u8mxsKK8M: Accessed 18/12/2018.
McIlveen, P. and Schultheiss, D. (2012). Social constructionism in vocational psychology and career development. Rotterdam: Sense Publishers.
MS Society, ESA Benefit process, Accessed 22/12/2018. 
https://www.mssociety.org.uk/care-and-support/financial-help/brief-guide-to-benefits/employment-and-support-allowance/applying-for-esa#
Piotrowski, K. (2009). The career coward's guide to career advancement. Indianapolis, IN: JIST Works.
Rothwell, W. (2005). Effective succession planning. New York: AMACOM, American Management Association.
Tulgan, B. (2000). The Managers Pocket Guide to Career Skills for the New Economy. Amherst: HRD Press.
Page 15 of 15
image1.png
moraty,

Self-actualization

rendship,famiy, sexua nmacy

secuttyof body, of employment of resouces,
of morlty. of the famiy. of heat,of propery




image2.png
Succession Planning Process

Develop
Abilities
Support

Tdentify
Need
Goals





image3.png
Keep them where they are, or

promote

High Constant encouragement
Performance

Challenging assignments

Soft skill development
Performance plan
Low

Performance

Termination

Keep them where they are, or
promote

Provide autonomy.

Pair with a High Performer

New role better aligned with
skils

Training
Test with more responsibilities

High Potential




image4.jpeg
\g for Employment Support Allowance (ESA)

m Wtorwonk

fit for work.

‘The waiting period
You'l get ESAal a ower
rale in this time

Ask for a reconsideration

Work capabilly asssssment
his how much bonefit

ESAgiven: ESA given:
Putin the ‘capable for Putin the ‘limited capability
Work-related activity’ group

to work’ group

l

Reconsider and for

appeal the decision





