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[bookmark: _Toc192230593]Introduction
Today, coaching and mentoring are widely recognized as an effective support that helps develop employees (Clutterbuck, 2008). Coaching is a one-to-one, non- directive session that helps to target an individual’s particular skills, strengths, weaknesses and performance, then supports them to improve according to needs. By enhancing knowledge, talents and skills, employers are developing employees to adjust into the volatile work environment (Clutterbuck, 2008). Coaching aims to improve an individual professionally as well as impacting their personal behaviour whilst, mentoring on the other hand is relationship between a senior and junior colleague, that improves an individual’s development through shared knowledge,  experience and inspiration (MacLennan, 2017). Mentoring is a long-term process whereas coaching only last a few sessions. The terms are both used interchangeably because of the similarity in the skills used in the process such as active listening, questioning and summarising (MacLennan, 2017).
Coaching sessions are constructed through frameworks that help guide the process to reach a goal or desired achievement (Clutterbuck, 2008). One most commonly used model is the GROW model. It has been appraised for its simplicity and effectiveness. Goals help define what the individual wants to achieve. Reality is understanding the current state, Options allows to explore different scenarios and finally Will allows a way forward to execute plans (Rahman, 2023). This report will entail a reflection of a scripted coaching session constructed through a GROW model framework and a mentoring script. The Gibbs model of reflection will be used to discuss the emotions and experience of each stage.
[bookmark: _Toc192230594]Purpose of coaching and mentoring in a workplace
The volatile work environment has had a major impact on employees because of rapid changes especially digitalisation that is continuing to grow with speed. In such uncertainty, organizations have become increasingly focused on how to develop and retain the workforce and make them feel valued and empowered in order to keep up with the changing market demands (Tompkins, 2018).
 Organizations today are emphasizing on coaching and mentoring as a core development process to enhance employees professionally and personally. Coaching has become a technique used to target the inner strengths and weaknesses of an individual and provide support to focus on organizational goals. This aims to build a more resilient workforce that can operate effectively in changing conditions and improve productivity (Tompkins, 2018). Developing employees opens up potential career doors that helps them to identify advanced roles within the organization as well as developing more experienced and knowledgeable employees that help the organization to reduce turnover. This benefits the organization as they don’t need to hire new people and train them from basics (Tompkins, 2018).
Coaching fosters a learning culture that provides support to employees where needed. By creating such culture employees feel more valued and satisfied and become engaged with the organizations activities and improve their commitments towards organizational goals by improving productivity and efficiency (Jones, Woods and Guillaume, 2016). Whilst coaching has its significance in the workplace, mentoring is as equally important because of its development-oriented goals. Mentoring in the workplace, supports employees with guidance and commitment through time and attention that improves  certain skills and performance and personal growth (Clynes, Corbett and Overbaugh, 2019).
whilst coaching is short-term based and initiated through asking questions, mentoring is an informal relationship over a period of time that happens through an experienced and wiser individual sharing their life experiences and knowledge through effective communication (Clynes, Corbett and Overbaugh, 2019). Mentoring helps support an individual to become more aware of their future goals and career opportunities, leading them to understand their own abilities and align their career paths with their interests. Mentors empower their mentees through feedback helping to boost their confidence and increase motivation, this increases job satisfaction for employees as they feel well-invested in by the company. This further results in benefiting the company as they are not just developing skilled employees but increasing employee loyalty and engagement that leads to decreased turnover levels (Clynes, Corbett and Overbaugh, 2019).
[bookmark: _Toc192230595]The GROW model
Coaching and mentoring sessions are structured with the use of a model. There are many models used that help create a systematic approach to identifying goals for the employee as well as developing different strategies for the coach to help explore challenges to reach goals. The GROW model is a very popular model developed in the 1980s that is commonly used because of its simplicity and effectiveness. The model is known for its goal setting factors that help structure questions that lead to understanding an individuals goals emphasizing further on how it can be achievable and measurable (Grant, 2022).
[bookmark: _Hlk191892064]The model has been praised for its simple technique and how it covers all important aspects of a coaching session. The model supports to understand one’s strengths and weaknesses and encourages self-discovery and how to deal with challenges (Bishop, 2015). Although the GROW model has been praised for its simplicity it has also been criticised alike. Researchers have criticised the model for lacking an emotional depth that does not address the past of an individual or consider where they have come from before attempting to achieve goals (Bishop, 2015). Another downfall of the model is that it does not allow the coach and client to connect in a genuine way which then leads to missing out on crucial information such as values and beliefs that would foster a better understanding in the session (Bishop, 2015). If the model is not used by an experienced coach who is skilled to navigate questions to receive satisfying answers then the session can become very unemotional and lifeless (Bishop, 2015). The model has further been argued about how the model is particularly focused on goals that assumes the model to be more business oriented rather than emphasizing on personal development and growth and therefore will not prove to be a good mentoring tool as mentors need to explore a more personal side of an individual (Mogonea, 2022).
[bookmark: _Toc192230596]Reflection on practical one coaching session
I will be using the Gibbs model of reflection developed by Graham Gibbs, to reflect on my coaching and mentoring experience throughout this module. Gibbs wanted to create a framework that supports learning by reflecting experience. It covers six aspects in the cycle of reflection- description, feelings, evaluation, analysis, conclusion and action plan (Arumugam et al., 2017).
Description- The module was based on coaching and mentoring. The lessons explained what coaching and mentoring is and why it is used in the workplace. The module had set a few tasks. I had to pair up with my peer to create a script for a coaching session focusing on goal setting and another mentoring script focused on feedback based on the coaching session. I asked my peer what her goal was so I can set some questions that will help her reach her goals with the use of a coaching model.
Feelings-  I had always heard of coaching and this was the first time I was going to experience it through a session. I was a little nervous at first as it took me some time to understand the difference between coaching and mentoring and was not sure of how to construct the script but eventually I was able to see the key differences and used the GROW model to write up the questions. It took me some time to think about the correct questions as I wanted to get in-depth answers to understand the client situation better. I had to be mindful that my questions gave the client a sense of empathy and assurance that I as a coach was empathetic towards her so that she felt confident enough to share her thoughts openly. The overall coaching practical went well, and the answers were satisfying too from the client. I was able to with the accurate questions help my client understand her strengths and weaknesses and she was able to come up with options that were possible to achieve her goal.
Evaluation- I was very glad the questions were designed well enough to address my clients  issues. My client wanted to focus on her goal which was to enhance her communication skills so that she can handle customer queries in a more effective way. My client was well engaged in the session and was able to set some clear goals and came up with achievable and measurable options. One thing that did not go well for me was I could have made the session a little longer and give myself and my client a little more time to build rapport.
Analysis-I used attentive listening skills and summarised my client’s issues, such skills helped me to build a bond between me and my client giving her the space to feel free to speak her mind. My client being empathetic was a plus point as she was able to understand her customers well but lacked a little confidence when it came to difficult customers and that was where she needed confidence to know how to manage them. My questions were able to reveal her current strengths and weaknesses and therefore she was able to understand easily what she lacked and how the challenges can be dealt with. The GROW model helped me to ask powerful questions which made the session run smoothly.
Conclusion- I think the over all session was successful because I had structured the questions well. I think the GROW model was an easy and simple model to use as its factors like Goals, Reality, Options and Will target each phase of the session well and gets to the actual point which does not waste time waiting for the correct answers from the client. I was able to ask questions in align to my clients interests and encourage her on some good options that she had delivered.
Action-plan- personally, I think I can improve in the future by working on rapport building questions, I feel this is what I lacked in this session. I wanted to make my client feel comfortable when she first visited me, but I felt I went straight onto questions leading to her goals. I will improve myself here by researching effective and shorter ways to build rapport within the session as we go along the phases of the GROW model, so we don’t need to move away from important questions and lose direction.
[bookmark: _Toc192230597]Reflection on practical two mentoring session

Description- me and my peer constructed a mentoring script where she was the mentor, and I was the client and I had arranged a meeting with her to receive some constructive feedback based on the previous coaching session. The coaching session discussed some goals that the client was focusing on such as enhancing communication to deal with customers effectively, therefore the mentoring session will see the mentee in regard to how they have been getting along over the last few weeks.
Feelings- I was not sure about how this meeting was going to be as I was nervous about what feedback I may get but I was relieved when it started as I felt a sense of comfort with my mentor. She greeted me well and summarised on what was planned on the coaching session and how I was getting on. I felt engaged listening to her, I felt a sense of encouragement from her words it was almost she knew exactly what I was feeling and understood my struggle. I got both negative and positive feedback which was good as now I knew where I need to focus on.
Evaluation-what went well for me was that I was extremely happy that my mentor recognized the change in my confidence level, and she also had read through some customer reviews on how I’ve been managing the recent complaints. This was very encouraging for me as I needed someone to acknowledge that I was trying my best to improve. When I was told that my company is very happy to see my efforts it was very satisfying, and I felt motivated to do even better. what didn’t go so well for me was I think I was expecting a little more experiential advice from my mentor as sometimes real-life stories can be very inspiring.
Analysis- reflecting on the mentoring session I can analyse that the session was smooth and went well. The feeling that I didn’t get to hear much experiential stories was probably because I did not ask enough clarifying questions but however the information and guidance I received was sufficient.
Conclusion- I learnt many things from this session, that first was that, not everyone is the same and not everyone responds and reacts in the same way as others, so therefore this encouraged me to take a step back and give myself a moment to think before I react or respond to a customer. It was clarifying from this session to also understand that its not always words that come as a reaction, but people also react and respond with body language and facial expressions. I feel I have benefited from this session as its given me a chance to speak which has helped with my communication skills and also confidence.
Action-plan- for future sessions I will prepare myself with some in-depth questions on the topic as I would like to relate to some of the experiences and knowledge of my mentor and maybe also ask for more examples that make it easy to relate to a situation. I can take this feedback and help support my self-development
[bookmark: _Toc192230598]Conclusion
Overall, the report has covered the importance of coaching and mentoring in the workplace and how it supports an individual not just professionally but personally too. Sometimes an employee maybe going through issues that stresses them at work for which they are unable to put in their best efforts, such employees must be addressed and given that extra support from employees where they can openly communicate and address underlying issues. Coaching and mentoring are valuable techniques that help to develop an employee  by improving their skills and knowledge to deliver good performance and reach their full potential. This benefits the organization by developing skilled  employees who can adjust and work effectively and productively in the new volatile economic environment.





















[bookmark: _Toc192230599]References

Arumugam, B., Narayanan, V., Kathiravan, V. and Nagalingam, S., 2017. Reflective writing–how a medical student can reflect?. Journal of Education Technology in Health Sciences, 4(2), pp.47-53.
[bookmark: _Hlk191887330]Bishop, J., 2015. An investigation into the extent and limitations of the GROW model for coaching and mentoring online: Towards' prosthetic learning'. In Proceedings of the International Conference on e-Learning, e-Business, Enterprise Information Systems, and e-Government (EEE) (p. 125). The Steering Committee of The World Congress in Computer Science, Computer Engineering and Applied Computing (WorldComp).
[bookmark: _Hlk191281177]Clutterbuck, D., 2008. What's happening in coaching and mentoring? And what is the difference between them?. Development and Learning in Organizations: An International Journal, 22(4), pp.8-10.
[bookmark: _Hlk191806632]Clynes, M., Corbett, A. and Overbaugh, J., 2019. Why we need good mentoring. Nature Reviews Cancer, 19(9), pp.489-493.
[bookmark: _Hlk192062407]Grant, A.M., 2022. Is it time to REGROW the GROW model? Issues related to teaching coaching session structures. Coaching Practiced, pp.29-40
[bookmark: _Hlk191804357]Jones, R.J., Woods, S.A. and Guillaume, Y.R., 2016. The effectiveness of workplace coaching: A meta‐analysis of learning and performance outcomes from coaching. Journal of occupational and organizational psychology, 89(2), pp.249-277.
[bookmark: _Hlk191281207]MacLennan, N., 2017. Coaching and mentoring. Routledge.
Mogonea, F., 2022. A possible mentoring model: The Grow model. Analele Universității din Craiova, seria Psihologie-Pedagogie, 44(2), pp.60-70.
[bookmark: _Hlk191282129]Rahman, M.A., 2023. Professional development in an institution through the GROW model. Assyfa Learning Journal, 1(2), pp.112-121.
Tompkins, M.W., 2018. Coaching in the Workplace. Journal of practical consulting, 6(1), pp.115-122.






[bookmark: _Toc192230600][image: A screenshot of a computer

Description automatically generated][image: A screenshot of a computer

Description automatically generated][image: ][image: A screenshot of a computer

Description automatically generated]Appendix
[image: A screenshot of a computer

Description automatically generated]


















Peer mentoring session
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Rebecca-the previous one was ok, she was very upset for not receiving her order on time as this
caused her a lot of inconvenience, | really felt bad for her because she lost a day off work too. |
assured her that | understood what she was saying, and | apologised several times and offered
her 10% cashback on her order and a further 10% on her next. She was very happy in the end
and appreciated what | was able to do for her.

Coach- that sounds like a happy customer, and you have dealt with it perfectly. Rebecca, what
skills do you think worked for you well in this situation?

Rebecca-Definitely | will say listening to her and paying attention and acknowledging her
concerns by assuring her by saying ‘I understand your frustration’, | think that helped.

Coach- brilliant, and what about any other situation you feel you could have dealt better with?

Rebecca- there was one, a customer was continuously shouting and his verbal language was
very offensive, | tried to speak but he did not allow me to do so and kept blaming me for
something that was not in my hands, | did end up raising my tone and then disconnecting him.

Coach- what skills do you think could have helped you in that situation?

Rebecca-l think I should have listened attentively without interrupting him, maybe if he had
taken his frustration out he would have calmed down and then maybe listen to what | have to
say. | became very defensive.

Coach- what do you think stopped you from reacting in that way?

Rebecca- me being sensitive is probably why | couldn’t control my emotions and acted in that
way.
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S0 Kepecca, Wnen making this appoIntment you Mentonea that you Want to Tocus on goat
setting? Can you tell me a little bit more about this?
Rebecca- yes, in my workplace | feel I need to enhance my communication skills and be able to
actively listen and deal with customer needs. | get very nervous when customers are upset and
cant focus on what to do in that situation.
Coach-and can | ask what do you want to achieve from this goal?
Rebecca- | want to create a better and more clear understanding in between myself and the
customer and build a stronger customer relationships that willimprove customer satisfaction
levels too. | basically want to be better at my job.
Coach- that’s great, so you want to create a better interaction with your customers and handle
them more effectively, right?
Rebecca- yes
Coach- and when will you know you’ve achieved this goal?
Rebecca- probably when customers start to send feed backs , less complaints and when we
notice customers coming back to us, will have to measure possible outcomes.
Reality- skills used-questioning, attentive listening, summarising
Coach- fantastic Rebecca, so to get to your goal we must know your current reality? How has
your most recent interaction with a customer been like?
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Coaching and mentoring skills for the workplace
Syed Imran

BMSW6105

Practical 1- peer coaching session
Coach-Imran

Client- Rebecca

Rebecca- Good morning

Coach- Good morning Rebecca, come in please

Rebecca- Thank you

Coach- how has your morning been? Busy?

Rebecca- yes, was stuck in traffic twice this morning, kept me busy.
Coach- that keeps everyone busy (laughing)

Goal- skills used-attentive listening, questioning and summarising

So Rebecca, when making this appointment you mentioned that you want to focus on goal
setting? Can you tell me a little bit more about this?
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Reality
- Yes, non verbal ques are particularly important when trying to read a situation..
What signs do you usually spot in an unhappy or angry customer?
- Due to having to focus a lot on the road, | usually notice a customer being
unhappy when they raise their voice and start shouting but miss the earlier signs and
react late to the situation.
- Can you recall a situation where you've struggled to read the emotions of a
customer recently? What did this situation look like?
- So | was driving my taxi, and a customer was complaining about the
temperature of the car, | turned the heating down to try and rectify the situation,
however | failed to recognise how serious the situation was until they started
shouting.
-: Have you received any feedback from colleagues or management on this
situation?
- Yes, they suggested | should try to listen more actively and read body
language and facial expressions better.
Text Predictions:On @ 1% Accessibility: Good to go ) Focus g B

(]
([

Add-ins

Add-ins

a

X

|3 Comments | | ¢ Editing ~|




image7.png
@ Avosve @or) B # [ B v  Mentoring script - Saved v £ search ® - - «x

File' Home Insert Draw Design Layout References Mailings Review View Developer Help |73 Comments | | £ Editing ~
|Arial Nova V2 VA A Al A . /C> L!J 4‘ EE
P g BT Uva x X A 2v A Normal | Nospacing  Heading C| g Dicate Edtor  Addins
Clipboard % Font ~ Styles ~ Voice Editor Add-ins v
a
OPTIONS
- Could you identify any strategies that could help you to become better at
identifying unhappy or angry customers?
- | think | could pay closer attention to facial expressions such as frowning and
not smiling and their body language such as arms being folded or clenched fists.. |
also think it would be helpful for me to ask more clarifying questions to know how my
customers are feeling along with empathetic phrases to help deescalate tricky
emotions.
- Those are some fantastic options, which of those do you think would be most
effective for you?
- | think focusing on body language, facial expressions and making a list of some I
common empathetic phrases would be most helpful for me in these situations.
WILL
- What specific actions will you take moving forward?
- | will concentrate on identifying unhappy body language or facial expressions
and write a list of phrases to use such as * j can see this is frustrating you and |
apologise’ to help me to deescalate situations.
B8 How will you practice these skills?
v
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BE&& How will you practice these skills?

- | will observe customer and personal interactions and take notes on emotional
clues to help me identify the in the future.

B&& When would you like to review your progress?
- I'd like at least a week to give this a good go, and check back in then

- Perfect, before we finish today could j ask you what your biggest take away
from todays session is?

- that | need to be more proactive in recognizing frustration early rather than
waiting for it to escalate further.

- Great! | look forward to hearing how your practice goes next week. Thank you
for your time today and have a nice week!
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B8& Good morning Syed, nice to see you today
- Good morning..

- So, its been a while since we last caught up how have you been in the last
fortnight?

- I've been good, | have been focusing on the goals we set in our last session,
however, managing my time to fully focus on the goals we set has been a bit difficult
due to the demands within the workplace.

- | can completely empathise with how demanding its been lately with the poor
weather and more customers requiring services. So last week we set some goals to
improve confidence in dealing with tricky situations with customers, to be able to
deescalate complaints effectively, feel more in control of difficult interactions and \
achieve better customer service outcomes while remaining professional. What have
you done this far?

- So, | shadowed somebody in the complaints department for a day to get the
gist of how to handle tricky situation, After shadowing people in the complaints
department, | feel like | learned techniques that could work in my day-to-day job,
however as a taxi driver j find it hard to read the situation and respond confidently
because everybody responds differently, or has a different situation which makes it
hard to prepare for.
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- | understand, reading people can be incredibly challenging in any situation,
especially when the majority of your focus is on the road as a taxi driver. Have you
noticed any strengths since our last coaching session based around the goals we
set?

- | did notice an increase in my own confidence in more tricky situations. | found
it easier to remember common de-escalating phrases in situations where | felt the
customers misunderstood me. And with these phrases working well my confidence
has grown.

- Your confidence in these situations has been very evident from my behalf. | was
very impressed to read customer reviews that you handled the customer's complaint
so well. Because of what you did, the customer didn't feel angry anymore and we
managed to keep them as our clients. This shows a real dedication on your part to
make a change and the company is very impressed with this. Did the counting to 10
technique help you at all in this process?

) Focus





image11.png
File

Paste

Clipboard

Page 2 of 4
v

Home

|Arial Nova

B I

=

1059 words

@) E

@ Autosave (¢

Insert

U

R

abc
v

Draw  Design
iz

v X X

Font

Text Predictions: On

he = £ Ssearch

Mentoring script » Saved v/

View

Layout  References Review

Mailings

Developer  Help

A A Aa~
A~

~o _ ‘ £ 8 £

= No Spacing Headlng Editing  Dictate  Editor
calle =50

Styles ~

Normal

5] Paragraph ~ Voice Editor

-: Yes, counting to 10 helped very much, it meant that | actually had time to think
about the situation before responding which helped me to gather my thoughts and
response in a more clear way.

GOAL

- It sounds like you have made real headway there, and | can see more
confidence in you today. They are the wins in the progress you've made! Moving
forward would you like us to focus on any areas you have been less confident about
in this session?

- Yes, | did mention earlier | am still struggling to read situations appropriately
which seems to knock my confidence sometimes... Its almost like the techniques I've
learnt in those situations aren’t helpful because | haven't noticed an unhappy
customer and things can escalate or they leave some bad reviews.

-: that goal seems appropriate after the feedback youve given today, what will
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success look like for you in this situation?

?

- I'll be able to pick up on non-verbal cues, such as body language, changes in

pace and tone and emotional triggers all

lowing me to deescalate the situation before

it worsens. In terms of knowing when | have got to a point where | feel confident in

reading the situation, | will know the goal

s have been successful when | have less

negative feedback from customers to the complaints team.
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Rebecca- keep a note on my desk reading KEEP CALM AND LISTEN...this will help me to not get
distracted and remind me of my goal, | will also take on notes as | listen so that | can
acknowledge later to the customer that jve heard everything they said, and | understand why
they are upset.

Coach- sounds like a plan, when do you think you will start?
Rebecca- | want to start as soon as possible or when next this situation arises | will deal with it.
Coach-good, is there any support your manager can offer you that may help?

Rebecca- yes, | think if | can shadow someone in the complaints team to see how they are
managing such calls, this will help motivate me more and increase my confidence level, also If
you can do a check in session to see how i getting on, il be grateful.

Coach- certainly, sounds excellent, | can send an email to your manager today and ask for that
extra support and hopefully you can start as soon as possible. On a scale of 1-10 how motivated
are you to get started?

Rebecca- | can say 8 as | really want to enhance in this part of my job, it will be beneficial for me
and my workplace.

Coach- brilliant Rebecca, | will also book you in 2 weeks’ time for a follow up session and see
how you have been managing.

Rebecca- thank you so much

Coach- you’re welcome, see you soon Rebecca
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Coach- what do you think stopped you from reacting in that way?

Rebecca- me being sensitive is probably why | couldn’t control my emotions and acted in that
way.

Option-skills used questioning and listening

Coach- ok Rebecca, lets think about the things we can do when in that sort of situation? What
would you do differently?

Rebecca- | would let him speak till he decides to stop
I would also count to 5 in my head and keep taking deep breaths to calm myself from reacting

Also note down the main points of customer concerns and then repeat them back to him so he
knows that | have heard him, and | understand his issue.

I think like | did before maybe look for a solution out of the box by speaking to my manager and
offer them options in compensation that they will be happy with.

Coach- that’s great Rebecca some brilliant options, now you said, taking deep breaths,
listening, reassuring, acknowledge their emotions and out of the box solutions as
compensation....which of these would you approach first?

Rebecca- definitely listening without interrupting. Give them a chance to speak their heart.
Will- way forward-skills used- summarising, questioning, listening,

Coach- great, so let the customer speak and you actively listen to their issue. And what will help
you go forward in this?

Page2of3 1010words [  TextPredictions:On [ % Accessibility: Good to go D). Focus
(YT O e SR N s T





