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Introduction
Developing positive workplace relationships is a critical aspect of organisational success. Work relations can influence an employee’s satisfaction, recognition due to achievements, and even profitability due to productivity. Bonding among fellow colleagues and interpersonal relations are the cornerstone of employee contentment. 

Human relations aspects form the basis for promotional opportunities, job satisfaction, goal accomplishment, and improved pay. Development vehicles equip employees with the skills necessary to perform complex tasks in an efficient, safe, and cost-effective manner. 

This assignment proposes to critically evaluate and assess three chosen development vehicles and their potential benefits to an organisation and to an individual. This report will also include a plan outlining the identified development needs and expectations of individuals.

Three development vehicles available to an organisation appropriate to the development needs of the individual
Finding proficient employees is a difficult task yet retaining them tends to be more challenging for organisations. As a result, businesses need to continually invest in developing the skills and expertise of their employees to help them reach their full potential. Although many organisations realise the benefits of these processes, very few have been able to implement these methods at the workplace. There is a growing disillusionment among employees who feel marginalised from organisational decision making that does not take into consideration their workplace demands. For instance, Olenski (2015) notes that only 30% of U.S. employees and a paltry 13% of those outside the U.S. feel that their companies engage them in the decision-making process. This shows the discontent among employees and as a result, it is important organisations embrace these development methods in order to build better work achievements.

This report is based on Virgin Media, the organisation I work for. Virgin Media is part of Liberty Global plc, the world’s largest international cable company. It owns the UK’s biggest fibre optic network and is at the forefront of digital technology.

Motivation
Latham (2011) defines motivation as “a psychosomatic process that influences individuals to behave in a certain manner, and it allows them to meet unfulfilled needs”. Employee motivation can be an internal desire that is driven by the need of an individual to achieve certain goals or to fulfil expectations. 

Herzberg’s two-factor theory 
One way in which Virgin Media motivates employees is by applying Herzberg’s two-factor theory. This theory only has two stages as opposed to Malow’s five stage theory. Herzberg’s theory indicates that certain factors would directly motivate employees to work harder -motivators, however factors that would de-motivate employees if not present but would not in themselves actually motivate employees to work harder - hygiene factors (Riley, 2018). Satisfiers are the motivators that are related to job satisfaction such as involvement, autonomy, delegation, participation, recognition, and achievement (Alshmemri, Shahwan-Akl, & Maude, 2017). Extrinsic motivation or hygiene factors (such as pay and working conditions) refer to external factors that influence employees to act or behave in a certain manner in order to achieve specific objectives. Positive factors can be rewards, incentives, increased pay, praise or promotion. Whereas negative factors can be punishments such as disciplinary action, withholding pay or criticism. On the other hand, intrinsic motivation refers to the motivation that comes from within an employee. Employees are intrinsically motivated if the work itself is associated with the concept of engagement (Cherry, 2019). Satisfying, fun, or fulfilling work motivates employees and they improve their overall performance.

Virgin Media is an innovative, billion-dollar company that understands the necessity of a motivated workforce and supports every individuals’ ambitions. The leading telecommunications company applies Herzberg’s theory in order to motivate its employees by the following means:
Hygiene factors include:
· Competitive rates of pay and bonuses.
· Flexible company policies.
· Benefits such as income protection, life assurance, share save, private health care and pension schemes.
Motivational factors include:
· Recognition to successful employees who achieve targets.
· Achievement in terms of promotion. 
· Challenging work in order to create interest and develop the competencies of employees (Docc, 2017).

Maslow’s hierarchy of needs
[image: Image result for maslow's hierarchy of needs]
(Diagram 1, Rajiv Vij, 2019)
Virgin Media also applies Maslow’s hierarchy of needs theory, which notes that “motivation changes over time, and the changes are normally governed by their level of needs” (Sadri & Bowen, 2011). Only once a lower level of need has been fully met, would a worker be motivated to achieve the next level (Riley, 2018).

The main difference between these two theories is that; Maslow’s theory relates to human needs and their satisfaction, whereas Herzberg’s theory relies on rewards and recognition (iEdunote, 2017).

Virgin Media implements Maslow’s theory by involving and listening to employees’ views, which are essential to creating a sense of belonging to the company. The annual employee engagement survey covers issues such as training, development, the work environment and career strategies. The survey gives every employee the chance to contribute to decisions made within the company, thereby creating autonomy and a strong corporate culture in a relaxed environment. In 2012, Virgin Media results showed that 82% of the workforce is engaged. Virgin Media is committed to corporate social responsibility for example, raising money for charity (Business Case Studies, 2019).

The business acknowledges that rewards are one of the many motivating factors for employees (Business Case Studies, 2019). Virgin Media’s Net Promoter Score scheme is a customer loyalty metric that measures customers’ satisfaction, willingness to return or make a recommendation (Customer Guru, 2019).  Every employee who achieves a score of nine or ten is rewarded with £10. This encourages employees to go the extra mile in order to obtain a good score and reap the rewards. 

Mayo’s human relations theory
Virgin Media implements more of Elton Mayo’s human relations theory than Taylor’s scientific management theory to engage its employees. The company uses a variety of strategies to recognise employees’ achievements. One method is the online peer to peer recognition scheme, SHOUT, in which individuals across the business can be thanked for living the Virgin values. The Voice forum allows employees to feel actively involved with the opportunity of providing feedback or offering ideas or suggestions (Business Case Studies, 2019).

The work-life balance program increases motivation because it recognises the life of an employee outside their work place (Alshmemri, Shahwan-Akl, & Maude, 2017). (Robinson, 2015) suggests that employees who feel they have a good work-life balance work 21% harder than those who don’t. Virgin Media achieves this balance by offering flexible shifts, company outings, gym membership discounts, wellness benefits and emergency time off.

Employee motivation is the role of employers and it can be achieved by improving communication and the relationship between employees and the management team. Managers should address certain issues that have the ability to increase motivation if they are to develop the needs of workers. 

Contrarily, examples of organisations that still use Taylor’s theory to this day in order to remain competitive in a labour-intensive industry by keeping costs as low as possible include Amazon and McDonald’s. Amazon pay certain staff using a piece rate basis according to how productive they are and McDonald’s breaks down jobs into bite-sized chunks (Expert Program Management, 2018).

Training
(Cambridge Dictionary, 2019) defines training as “the process of learning the skills you need to do a particular job.” Professional training is vital to any business as it helps employees gain the knowledge and abilities to carry out tasks. 

At Virgin Media, new starters receive paid induction training, which introduces employees to the organisation’s values, culture, structure, teams and corporate policies. At the end of the training new employees complete a feedback form and each training section is signed off. New staff members are also assigned a mentor who assists with identifying any additional development needs.

Learning objectives should define what individual employees will understand and be able to do at the end of the training that they couldn’t do before (Breathe, 2019). Within Virgin Media, support, coaching, training and continuous professional development is an ongoing process for all. Staff have access to an online portal, Ignite, which can be accessed remotely from home, this ability provides an engagement factor, with personal development opportunities which would otherwise be costly or logistically impossible (Business Case Studies, 2019). Ignite forms a training record for all employees so they can track their progress. It also allows employees to keep up to date and well informed.
Virgin Media offers an apprenticeship scheme that recruits people based on their behaviours and abilities. People that display potential are moulded into the Virgin Media way by mentoring, coaching and training (Business Case Studies, 2019). The organsiation also has graduate and intern schemes, which is about shaping the individual’s and company’s future. Individuals gain on-the-job experience complemented by tailored development programmes covering business skills and technical expertise. If the scheme is relevant to the graduate programme, Virgin Media will give the financial support, study leave and a personalised development plan to gain a professional qualification (Careers Virgin Media, 2019). 

From a reflection point of view, the one-to-on coaching sessions between call handlers and mangers is an opportunity for agents to listen back to their live calls with customers. This is an excellent ‘out of the box’ feedback technique, which is used so that individuals can understand want went well and what needs to be improved. 

By using focused employee evaluation to encourage open and honest feedback, Virgin Media is able to create helpful dialogues about career development and identify specific training requirements (Breathe, 2019). This can be achieved through performance reviews. In doing so individuals are able to share their passions and challenges which in turn, helps them perform their best.

As a result, training is one of the most crucial development methods because it guarantees that employees acquire the relevant knowledge required to succeed in an ever-demanding workforce.

Leadership and Management Development
(Forbes, 2013) defines leadership as “a process of social influence, which maximises the efforts of others, towards the achievement of a goal.”
(Harold Koontz, 2019) defines management as “an art of getting things done through and with people in formally organised groups. He also notes that, it is an art of creating an environment in which people can perform and individuals can co-operate towards the attainment of group goals”.

(Carbery and Garavan, 2012) note that there is a significant distinction between leadership and management development. Leadership development focuses on “the self-awareness and understanding oneself as a leader”. It focuses on the social dimensions of leadership which includes issues such as, interpersonal awareness and team building processes concerned with the organisations vision and strategies. While management development focuses on the ability of “managers getting to grips with the process of managing such as planning, execution, prioritisation, and control processes”. Therefore, leadership and management development take different forms within an organisation, though both are crucial to promoting amicable and professional relationships between workers.

In 2009, Personnel Today pointed out that Virgin Media launched a leadership development scheme in a bid to harness the best talent in the industry. Using a character-strength method, qualities such as courage, energy, a sense of responsibility, drive and ‘being true to oneself’ were recognised. Elisa Nardi, chief people officer at Virgin Media, went on to state that the scheme intends to understand individuals and bring out the best in them. She pointed out that the best leaders should be able to express themselves, use their strengths to their fullest potential and nurture their individuality, whilst aligning them strategically with the organisational goals. She added that a new learning management system was due to be launched in 2010 and claimed that the scheme was an idea to attract and retain top talent (DVV Media International, 2019).
Virgin Media recruits internally for any vacancies available and preference is given to internal applicants. I am based in the credit and collections team and the department’s organisational structure is as follows:

(Diagram 2, Virgin Media’s Credit and Collections Organisational Structure)
The possibility for advancement is available to all employees with the desire to do so. Many superiors began their careers as agents and worked their way up the career ladder to become managers or leaders. 

Employees have the opportunity to gain experience and transfer to other areas of the business with the aid of a personal development plan (PDP). The plan provides the structure and guidance needed for individuals to be proactive and specifies the actions required to achieve aims. By establishing a PDP individuals’ can recognise their strengths and weaknesses, build on their current skills and quantify their abilities (Rolfe, 2019). 

Leaders at Virgin Media are tactical and innovative, whilst always trying to foster harmony amongst workers. On the other hand, the management teams direct the effective and efficient deployment of Virgin Media’s human, capital, and financial resources processes. Managers have a key role in creating an organisational culture that is conductive to knowledge sharing and development (Carbery and Garavan, 2012). Developing management helps to ensure that resources are not wasted but rather, they are used in an adequate and sustainable manner, and this ensures that employees are able to view the outcomes of their work, thereby bringing a sense of achievement. Leaders and managers attend daily team meetings and discuss business operations. Ineffective processes and procedures are changed accordingly, the impact on employees is that they need to be adaptable to change.
(Page Up, 2018) suggests that using leadership opportunities by giving employees more responsibility could motivate them. Employees with the relevant potential will gain a greater trust in their abilities. This of course would lead to self-actualisation and self-fulfilment, so an individual would reach their full potential.

The potential benefits to the organisation and the individual of using these development vehicles in the workplace

The potential benefits to the organisation 
Virgin’s founder Sir Richard Branson’s philosophy is that “happy staff means happy customers and a more successful brand”.


Organisations that strive to develop individuals within their workplace can achieve this by monitoring their performance, one of the ways in which Virgin Media’s does this is through key performance indicators (KPI’s). The mastermind of Locke’s goal setting theory Edwin Locke previously stated that “firstly employees should have task-based knowledge and essential skills to succeed and as soon as they are able to tackle their targets, managers can maximise their employees’ potential by following the key principles of specific and measurable goal-setting” (Young, 2017). Some organisations use KPI’s to evaluate their success at reaching targets. Good KPI’s help to improve overall productivity which could mean profitability, business growth, customer satisfaction and competitiveness (Hamel, 2018). In 2016, The Guardian reported that “Virgin Media revealed a 38% leap in profits after record customer growth. Annual figures showed revenues rose 4% to £4.62 billion”.

Taylor’s Scientific Management theory indicates that training should be given so that all employees perform tasks in a standard way (Expert Program Management, 2018). Well-organised training programmes could potentially bring employees to an advanced uniform level, meaning that the whole work place is reliable (Qureshi, 2016). Uniformity of procedures also ensures high levels of performance and standardisation, which means employees have an established process to use so will provide quality work (Brandall, 2018). 

Training and development provide human resources with technical and behavioural skills which could result in optimum resource utilisation and help to save time (Qureshi, 2016). In addition, because Taylor’s theory states that workers are only motivated by money they are incentivised to work harder, thereby increasing production and maximising profits (Expert Program Management, 2018). A prime example is that Virgin Media provides bonuses to staff members who reach their targets. 

E-learning in particular can save money, one example is when Virgin Media used virtual training it saved approximately £102,00 compared to standard training (Cornerstone, 2019). 

A well-trained workforce can also reduce waste and costs (Breathe, 2019). For example, Virgin Media supports sustainability and one of their best practices is to have a paper-free environment.

Motivating, training and developing staff helps to reduce employee turnover and absenteeism rates and therefore the costs and hassle of finding new employees associated with this. It also makes employees more adaptable to change, which could guide the business in the direction of exploring diverse solutions to problems or challenges (Kukreja, 2019). 

Organisations that incorporate development methods cultivate dynamics, which positively impacts industrial relations, public image, stability and future development (Chand, 2014). Ultimately Virgin Media is a billion pound, highly respected and well-known brand. Their excellent reputation makes it easier to attract top talent (Riley, 2018).

[bookmark: _GoBack]Leadership and management could benefit an organisation by developing influential leaders who are innovative and can respond to resistance. 	For example, in 2016 Virgin Media in partnership with Tech Stars, launched a mentoring programme to find the most innovative digital start-ups in the world. It was designed to support companies working on innovative businesses. With the winner receiving up to £78,000 of funding in exchange for an equity stake and convertible loan (Virgin Media, 2015).
The potential benefits to the individual
Applying essential development vehicles in the workplace has a range of benefits to an individual it can promote job satisfaction and engagement factors because employee’s needs are met therefore they perform better. It can also stimulate a willingness to learn which encourages growth and development. As well as raising self-discipline, individuals then develop the desire to accomplish more (Chand, 2014).  For example, (Chartered Management Institute, 2015) indicated that “it is a win-win situation at Virgin since, listening is at the heart of engagement. It explains that employees who feel listened to, want to reciprocate, they want to do their best, because they feel valued and important”. This helps employees create new, personal identified challenges. 

Locke’s goal-setting theory also notes that “managers can also use ‘impossible’ goals to promote creativity” (Young,2017). Creativity in the workplace increases interaction and problem solving by exchanging ideas and information amongst workers (Best Practice Consulting, 2019). For example, one of the call centre KPIs at Virgin Media is average handling time. If an employee was not achieving this target, their manager would set up an action plan or provide coaching that would include the necessary steps required to make improvements. The agent would then be more aware and focused on accomplishing their goals. The coaching could include call listening and feedback sessions.

Vroom’s expectancy theory states that effort and performance depend on the on the likelihood that employees will receive a reward and the reward will be worthwhile. Virgin Media offers many rewards to good performers such as a well-paid bonus, incentives and even prizes. Once a year Virgin Media hosts a competition where top performers are nominated by their co-workers, the winner receives a five-star all-inclusive trip to an exotic destination. 

Employee development methods can create high levels of morale and commitment towards organisational goals and objectives. Good training programmes could mould employees’ attitudes and obtain cooperation and loyalty. Additionally, it ensures a reactive workforce that is able to transition smoothly (Kukreja, 2019). Staff are always fully trained on how to implement any new process or procedures that are introduced at Virgin Media. In turn, employees feel proud and valued because their organisation has invested time and resources into them.

Training is essential in order for an organisation to be successful. The benefits are enormous, it improves skills (with the need of less supervision) and knowledge and could reduce errors. Training and development could allow employees to attain personal growth and build positive attitudes (Qureshi, 2016).
Employee development extracts the best out of individuals. Training is the best development tool available and makes an individual self-dependent and capable of overcoming challenges. It has the potential to strengthen relationships because of the interaction amongst others that takes place (Management Study Guide, 2019).

Leadership and management development activities allow an individual to complete a self-analysis with the possibility of delivering better results (Management Study Guide, 2019). 
They are also important aspects because they equip employees with the skills to manage the workplace in a prudent and efficient manner (Carbery & Garavan, 2012). For example, every employee at Virgin Media has access to a personal development plan and scope for progression.

In conclusion, one key characteristic of Virgin Media is its continued investment in its human resource, and this helps to maintain Richard Branson’s philosophy that “a motivated and engaged workforce leads to happy customers”. 


Develop a plan using three examples to meet the identified development needs and expectations of an individual
Utilising SMART (specific, measurable, achievable, relevant and time-bound) tools into these plans will provide the clarity, focus and motivation needed to achieve organisational goals. SMART goals define objectives and set deadlines which could provide the encouragement required to reach them (Mind Tools, 2019).






Performance management and appraisal
The most effective methods that organisations can use in order to identify the development needs and expectations of employees’ is by implementing performance management and appraisals. Performance management is “the process of identifying, measuring, managing, and developing the performance of the human resource in an organisation”. Alternatively, performance appraisal is “the ongoing process of evaluating employee performance” (Murphy, Cleveland, & Hanscom, 2018). At Virgin Media employees complete their half yearly and annual performance management reviews called ‘your story’ online, they honestly evaluate their performance, both good and bad. Appraisals are conducted once a month in one-to-one meetings. Performance should be accurately measured and based on job analysis, so employees will know where they can improve. A performance management review is also an excellent method that can be used for individuals with the desire to progress within the company and develop their skills. The key to a productive performance management system is assessing past performance (evaluating) and developing future performance (motivating). 
Therefore, as part of this plan an example of an annual performance review can be found below:
	ANNUAL PERFORMANCE REVIEW

	EMPLOYEE INFORMATION

	EMPLOYEE NAME
	Cheryl Mc Greevey
	DEPARTMENT
	Customer Collections

	EMPLOYEE ID
	1711725
	REVIEWER NAME 
	Peter Hill

	POSITION HELD
	Customer Collections Advisor 
	REVIEWER TITLE
	Mr.

	LATEST REVIEW DATE
	12/06/2018
	TODAY’S DATE
	12/12/2018

	CURRENT RESPONSIBILITES 

	Job description, noting any significant changes

	PERFORMANCE ASSESSMENT

	Evaluate performance and achieved goals.

	Consistently achieved volume (amount of calls made) and value (amount of payments taken) targets to meet company objectives. Wrap targets (the amount of time available to deal with the next call) have been met. Average handling time (time spent on each call) are in line with business standards.

	Discuss areas of excellence within performance.

	Always punctual, low levels of absenteeism, scored 100% value and volume targets for the past 6 months and consistently reached targets, therefore received a bonus every month for the past year.

	Discuss areas of improvement.

	Attend training sessions, track performance and set goals to ensure that a first-time resolution is offered in respect to all customers to avoid repeat calls. Complete training course regarding setting up payment plans.

	Develop future goals with set expectations.

	Update personal development plan and attend management workshop. Apply for the supervisor position when available to gain more experience of working towards the goal of becoming a manager.

	COMMENTS AND APPROVAL

	Provide any additional feedback.

	On the whole I am happy with Cheryl’s performance, so long as the targets continue to be met. Cheryl has confirmed that she will complete the necessary steps discussed above so that she can improve her development and progress within the business.

	EMPLOYEE SIGNATURE
	Cheryl Mc Greevey
	REVIEWER SIGNATURE 
	Peter Hill


(Diagram 3 - Performance management review, Probert, 2019)

Personal development plan (PDP)
(Rolfe, 2019) describes a personal development plan as “a written account of self-reflection and improvement, which doubles up as a detailed action plan used to fulfil academic, personal, or career-based goals. She goes on to add, that it works by allowing you to establish your aims, recognise your strengths and weaknesses, and identify the need for improvement. In addition, she states that the plan consists of your own personalised actions that will help you to achieve them”. The plan outlined below should be monitored and reviewed weekly.

	Personal Development Plan

	Name: 
Cheryl Mc Greevey
	
	Date:
30th July 2019

	Objectives
What do I want to be able to do or do better?
	Success criteria
How will I recognise my success?
How will I review and measure my improvement?
	Actions
What methods will I use to achieve my learning objectives?
	Implementation
How will I practise and apply what I learn?

	To gain experience in various departments within the organisation. Eventually work my way up to become part of the management team.
	· Gain feedback from others about my performance.
· Acknowledge negative or positive comments I receive whilst floorwalking.
· Regularly track and update my PDP.
· Make sure I score well on training courses.
	· Submit internal job vacancy applications to gain more experience within every department. 
· Keep up to date and well informed about all events happening within the company.
· Continue to achieve targets in line with organisational requirements.
· Apply for the next generation team manger position when it becomes available.

	· When things go well continue doing my best and when things don’t go well make improvements.
· Provide clear explanations and give alternative options.
· Always be target driven.
· Concentrate on tasks and read the questions thoroughly.

	Coach and mentor other team members to help them develop further and achieve their full potential.
	· Ensure each member that I assist completes a survey about me at the end of the coaching session.
· Regularly review my goals and action plans to ensure they are adequate.
· Confirm that the assistance I provide is adequate.
	· Always be available and eager to help any member of the team answer queries.
· Submit a written request to my manager requesting the responsibility of mentoring any new starters.
· Seek advice from team mangers.
	· Follow up on surveys completed.
· Talk to my manager before submitting the written request.
· Help colleagues set goals and aim high.

	Complete leadership and management training and development courses.
	· Attend training workshops and ensure all online training sections are complete and understood.
· Ensure that I receive sufficient marks for my university assignments.
· Self-reflect at the end training or courses.
	· Study hard and finish my degree in leadership and management at university.
· Attend conferences, workshops and seminars on leadership and management development.
· Practise my presentation skills.
	· Set deadlines to complete tasks.
· Explore opportunities on any courses available.
· Research leadership and management techniques to acquire knowledge.



 (Diagram 4 – personal development plan, Bristol University, 2019).


Training plan
This plan aims to meet the identified development needs and expectations of the individual. The plan has been designed to identify the interests and goals of an employee as well as any improvements that may be required. Thereafter, performance metrics will help the employee understand what they can achieve or where they ought to be. If the metrics are good a sense of accomplishment could be fulfilled. Providing constructive feedback, removing barriers, and linking employees to a professional network is integral at ensuring employees are adequately trained and equipped with relevant work skills.
	Training Plan

	Employee Name: Cheryl Mc Greevey	
	Employee ID: 1711725

	Topic
	Target completion date
	Date completed 
	Method
	Score
	Manager’s Signature

	Payment Plans
	31st August 2019
	1st August 2019
	Classroom 
	90%
	Peter Hill

	First Call Resolution 
	30th September 2019
	5th – 8th September 2019
	E-learning, live call listening and coaching
	Satisfactory
80% mark achieved for quiz 
	Peter Hill

	Leadership & Management Development
· Influence & negotiation
· Communication
· Change management
· Team performance
· Empowering others
· Presentation skills
	1st January 2020
	12th November – 16th December 2019
	E-learning, seminars, conference workshops and classroom 
	90% 
	Peter Hill


(Diagram 5 – Training plan)

Conclusion
Developing workplace relationships and achievements is an important part of organisational performances. Employees are the most important resource of an organisation because without their input organisations would cease to exist. It is therefore important for companies to harness their skills and inputs for better workplace accomplishments. Through employee training, motivation, and leadership and management development, organisations are capable of creating an engaged, compelling workplace thereby guaranteeing that it flourishes.
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