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[bookmark: _Toc15768276]Introduction
This report aims at understanding the importance and effectiveness of coaching and mentoring in the workplace. At the beginning of the report, a brief overview of the coaching and mentoring has been given. Then similarities and dissimilarities among coaching, mentoring, counselling and training with the appropriate use of those programmes are discussed. 
Then the benefits that are enjoyed by the employees, coaches and the organizations for coaching and mentoring programmes are discussed. The benefits of the GROW model of coaching has been evaluated within an organizational context. After that, how Coaching Toolkit is used in the context of the selected organization has been discussed. Then the individual, operational and organizational barriers to effective coaching and the strategies that can be used to overcome those barriers are discussed.
All these tasks are done within the context of Burger King UK.
[bookmark: _Toc15768277]Overview of The Burger King UK and the relevance of Coaching and Mentoring
Burger King is one of the largest hamburger chain in the world that operates in more than 70 countries and in over 12,000 locations in all over the world. The firm opened its first chain in UK in the year of 1977. The company mainly focuses on providing quality burgers with whoopers and serving the customers at its best.
They want to grow and become successful by serving their customers premium quality products, varied range of new items and excellent & fast customer service. In doing so, the firm needs to develop new strategies and implement different decisions on a regular basis. Each new decision and strategy brings changes and alteration in the organizational environment of the company. This is where the relevance of coaching and mentoring lies. Anytime the firm wants to bring any organizational change, it needs to involve the employees in the coaching and mentoring process to prepare them accept the change. Moreover, whenever there is any deficiency in the customer service by the employees, the firm arranges coaching, mentoring or any other relevant arrangements to reduce the performance gap by improving their skills.
[bookmark: _Toc15768278]Overview of coaching and mentoring
[bookmark: _Toc15768279]Coaching
Coaching refers to the process that aims at developing the performance of the employees and achieving business objectives through those development activities. It is the process where individuals or the employees of an organization are provided with necessary facilities and opportunities to develop their skills and abilities in order to perform better and help the organization achieve business objectives. Followings are the attributes that exist in the coaching process-
· This development form is not directive
· Improvement in the performance of individuals by developing themselves is the focus point of the coaching process
· Even though its prime focus is on the performances, the inclusion of personal attributes or factors is also possible
· It helps the employees  or the people to assess their own strengths and weaknesses
· The coaching materials and contents are delivered by the people who are trained and professional in providing coaching
[bookmark: _Toc15768280]Mentoring
On the other hand, mentoring refers to recognizing and fostering the true potential of an individual to grow in the long term. In the mentoring process, a more experienced person shares his/her views, knowledge and experiences with less experienced candidates or employees, guide him/her towards more sustainable growth. The mentor asks, listen, clarify and reframe the view point of the learner and guide him towards a long term growth. Followings are the attributes that exist in the mentoring process-
· It involves a long term relationship between the mentor and the learner
· Mentoring is not a directive form of learning or teaching
· The mentor might guide or reframe the view point of the learner but goals or the decisions are always set by the learner
· It provides motivation and other mental support to the learner to grow in the long term (Garvey, Strokes & Megginson, 2010)
[bookmark: _Toc15768281]Differences and overlaps of coaching, mentoring, counselling and training
Coaching, mentoring, counselling and training all are related to the development of individuals in terms of their view point, skills, abilities and expertise for different organizational and personal purposes. All these four developmental tools have a few differences among them and some common attributes among them as well.
[bookmark: _Toc15768282]Differences
The differences among these four development methodologies are briefly explained below-
	Coaching
	Mentoring
	Training
	Counselling

	This process improves the skills of individuals to improve the performances
	This process provides support and guidance for long term personal and professional growth
	It provides facilities to transfer and develop skills and knowledge
	This method provides facilities to improve the performance of individuals that was below the standards

	The result of this process is to achieve the goal
	The result of this process is to have greater success planning
	The result of this process is to learn new skills or knowledge
	The result of this process is to improve the performance

	The approach of this process is to provide materials, contents, frameworks, guidance to achieve the goal
	The approach of this process is to share experiences, knowledge and guidance to transfer knowledge and wisdom
	The approach of this process is to transfer the knowledge or skills to the learners or employees
	The approach of this process is to antagonize and rectify the individual behaviour to improve the performances 

	This process focuses on the learner’s goals and performances associated with the business objectives
	It focuses on the learner’s career succession planning and personal goals as well
	The focus of this process is to help the learner obtain new skills and expertise
	The focus of this process is to help the learner improve his/her performances than the current stage 

	The relationship between the coach and the learner is collaborative in this method
	The advisory relationship exists between the mentor and the learners
	The relationship between the trainer and the novices is associated with teaching
	The relationship between the consoler and the employee or the learner is associated with consultancy

	The time orientation and duration of this process is short term or sometimes the medium term
	Time orientation and duration of this process is mostly long and medium term
	In this process time orientation is mostly short term 
	Time orientation in the counselling process is also short term


Table 1: Differences between coaching, mentoring, counselling and training
Source: minds-senses.com
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Diagram 1: Differences and Overlaps among Coaching, training, mentoring & counselling
Source: Self-designed
[bookmark: _Toc15768283]Overlaps
As mentioned earlier these four development methodologies have a few things common as well among them. The overlapping tings are discussed below-
The communication system and the delivery systems used in coaching and training are more or less similar of kind. In both cases, audio visual lessons, hand-outs, printed documents are provided. The communication system in mentoring and counselling are somewhat similar. In both cases, the mentor or the counsellor discusses, rectifies and gives a framework of thinking and decision making.
In both coaching and counselling the focus point is on the present situation of the learner and for both of mentoring and training the focus point is on the future performances and succession planning of the learner.
And most importantly, all four developmental tools or methodologies are concerned with the development or improvement of the learners or the trainees (Gray, 2010). 
[bookmark: _Toc15768284]Selecting the most appropriate methodological approach
All these four developmental approaches are important and useful for companies to use. In the case of Burger King UK, there are many different situations where these four developmental approaches can be used effectively.
Burger King UK can use the training approach for the employees and mid-level managers. The company can use the training approach in the following cases-
· When the company is in need of helping an expert to develop his/her interpersonal skills
· When the company is trying to provide support and facilities to the employees who have got promotion in developing their personal skills and abilities 
· When the company wants to handle different conflicting situations effectively
On the other hand, the company should use the mentoring program when-
· The company wants to increase the job satisfaction among the employees
· The company experiences an organizational change within its internal environment
· It is necessary for the company to ensure a more attached workforce
However, the training approach is appropriate when it is necessary for the company to develop the skills and expertise of the employees and counselling is required when the company wants to provide support to any of the individuals of the company in developing own ability and understanding and improving performances (Crowe, Cresswel & etc., 2011).
[bookmark: _Toc15768285]Individual and organisational benefits of coaching and mentoring
Both the coaching and mentoring are very much useful in multiple dimensions for all the companies that use these methodologies properly. These two methodologies are the developmental tools where one to one conversation is done and necessary facilities are provided in order to develop the skills and abilities of individuals. In the coaching and mentoring process, there are mainly three stakeholders. Those are – 1. Employee 2.Coach and 3. The Organization. All these three stakeholders are benefited by the coaching and mentoring process. The benefits of employees and coaches are included in the individual benefits and the benefit of the organization is included in the organizational benefit. All these benefits are described below-
[bookmark: _Toc15768286]Benefits of employees
The coaching and mentoring process help the employees to upgrade their skills and abilities. This up gradation results in their upgraded workplace performances. The mentoring process helps an employee to think and plan for the long term period. This long term thinking process helps the employee to have a better career and succession planning. As it is mentioned earlier, the coaching and mentoring process also helps the employees to enhance their skills. However, the more coaching and training an employee will get, the more self-management ability and learning ability will grow in that employee. Thus, for an employee it is highly necessary to get the facilities of coaching and mentoring. Coaching process takes place in the class room environment or sometimes in a workshop environment. This opens ample opportunities for the employees or the learners to get to know many people, build up a network and do socialising with different stakeholders.
[bookmark: _Toc15768287]Benefits of coaches and mentors
The coach and the mentor also get benefitted to a great extent in this coaching and mentoring process.  Coaching and mentoring is especially helpful for the coach and mentor in their personal development. This process helps them in varied ways to develop their abilities and expertise. It also helps them in developing the relationship they have in their workplace. In most of the cases, the senior manager or the senior executive works as the coach or mentor for the employees and the learners. Thus, by becoming a coach or mentor, the executive or the manager gets great opportunities to develop their relationship with the people who work under their coaching or mentoring. This process also helps them to improve their own work performances in the workplace. By doing coaching and mentoring activity, the coach and the mentor get more insights into the workplace and the issues related to the workplace. At the same time, this coaching and mentoring process helps them to work in the approaches associated with partnering with the company or firm. As the top management of the firm appoints the senior executives as a coach or mentor, they avail the opportunity to work with the firm as a partner.
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Diagram 2: Benefits of coaching and mentoring
Source: Self designed
[bookmark: _Toc15768288]Benefits of the organization
Likewise of individuals and coaches, the organization itself enjoys plenty of benefits for the coaching and mentoring processes. The benefits that an organization enjoys from coaching and mentoring are discussed here. The coaching and mentoring process are directly associated with the objectives of the business itself and the individuals who are involved in the coaching and mentoring process. And this process enhances the skills and abilities of the employees who act as the learner or the mentee and senior executives or managers who act as the coach or mentor. This particular thing helps the firm attain its business objectives easily. Moreover, coaching and mentoring increases the loyalty and commitment of the employees towards the organization. Because, these processes help them develop themselves and progress in their career. However, when the company or the firm wants to experience any organizational change, using coaching and mentoring to prepare the employees and all the stakeholders for accepting and getting adjusted with the changes is very much helpful. 
However, the organizational culture is greatly influenced by the quality and quantity of coaching activities within the organization. It boosts the knowledge level and enriches the organizational practices and cultures.
[bookmark: _Toc15768289]Critical evaluation of the benefits of GROW model for developing individuals’ workplace effectiveness in Burger King UK
Among many used and prevalent models of coaching and mentoring, the GROW model is one of the most effective models to develop the effectiveness of individuals in their workplace. GROW stands for Goal, Current Realty, Options and Will. In this four stage model, the employees or the learners pass through different steps in order to enhance their effectiveness in the workplace. First of all, the learners are asked to establish their goal, then they are guided to analyse the current situations or realty, then they are aided in identifying and exploring available options and finally their will to achieve that goal by implementing proper strategies and using options is set up. 
[bookmark: _Toc15768290]GROW implication at Burger King UK
In the case of Burger King UK, its employees of the Sales Department are going through the GROW model of coaching. This incident is critically evaluated here. 
Goal Setting: The first phase of this model is to establish the goal and this goal must be specific, measurable, attainable, relatable and timely. The employees of this department establish that they want to increase their sales by 50% by December 2019.
Current Reality: The current situation of Burger King UK’s sales department is as follows-
· Yearly sales of Burger King UK, London branch, is 0.9 Million pound 
· This company has 50 front end employees who directly interact with the customers to serve them, 15 inside employees who decorate and manager other relevant staffs, 20 delivery staffs
· The company has 5 Assistant Mangers in supervising the employees
· The firm has 25 varieties of burger items to offer
· It is currently using social media such as facebook, youtube, instagram, brochures and billboards for marketing
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Diagram 3: GROW model implication in Burger King UK
Source: Self-designed
Exploring the options: In order to achieve the goal keeping in mid the current reality, the employees of the sales department of Burger King UK have the following options to implement-
· Increase the number of varieties of products to offer to the customers
· Enriching the marketing strategies by including more marketing tools such as offline promotion, campaign, discount offers etc.
· Start partnering with different organizations to increase the customer base
Establishing the Will: After passing all these three stages, the coach or the mentor will be able to establish the will of achieving the goal by implementing the correct option and strategies in the mind set of employees (Palmer & Whybrow, 2018).
[bookmark: _Toc15768291]Effectiveness of GROW Model
This is how the GROW model enhances the individual employees’ ability to understand their job and current situation, establish their desired goal, explore the available options to achieve those goals and establish the right mind set in achieving those goals. This model is effective for the following reasons-
Enrich the culture of the firm: The use of the GROW Model helps the firm to enrich the culture that exists within the organization. Because, the goals that are set in this model by the firm or the employees are also associated and linked with their personal goals and objectives. This results in more engagement of the employees and they become willing to work together in in achieving business objectives.
Expedites the process of managing the talents within the firm: The use of the GROW model within the organization facilitates the process of managing talents within the employees. Because, this sort of coaching model and activities ensure that the firm employees in the firm operate at their highest level in order to achieve the desired business objectives. In doing so, the coaching and mentoring process in this model continuously monitor the performance of the employees and ensure the highest productivity from them.
[bookmark: _Toc15768292]Application of Coaching Toolkit in Burger King UK
The coaching toolkit is a very much useful technique to understand the culture and the practice that an organization has for its coaching and mentoring activities. In Burger King UK, a recent study was conducted to understand the coaching activities of the firm using coaching toolkit. The findings of this study are discussed below.
[bookmark: _Toc15768293]Directed VS Self-directed management
In directed management or coaching, the manager knows the solution, s/he asks the learner to do so and then the learner does the same. On the other hand, in self-directed management or coaching, the learner or the employee knows the solution, the manager or the coach asks the learner to decide and plan and then the learner decide how to do the job.
A small study was conducted on some of the front end managers, mid-level managers and top level managers about the way they coach or manage their subordinates. 
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Diagram 4: Directed VS Self-directed coaching in Burger King UK
Source: Coaching toolkit and self-designed
The study concluded that the front end manager or the low level manager of Burger king UK mostly use the directive approach in mentoring their subordinates. It is because, there are fewer opportunities in having any ingenious act in the lowest level of management in Burger King UK. The front end employees have to follow strict company rules and regulations in serving the consumer. 
However, on the other hand, .the top level management mostly use the non-directive approach in mentoring the subordinates. In this case, they offer all the insights about the business issues and let the subordinates to decide the work plan.  The mid-level management uses the mixture of both directive and no-directive approach in managing and mentoring their employees (Fisher & King, 2010).
[bookmark: _Toc15768294]Building rapport
Irrespective of the context and environment, building rapport among the learners and the coaches is very much important in order to provide a successful and effective coaching and mentoring session. There are many levels of rapport that might exist during the coaching session. At the level of 0 there is no good or bad feeling among the learners. They remain neutral about the session and the coach. Any level above 0 is desirable and any level below 0 is expected to be avoided. Higher the rapport level, the better will be the coaching environment.
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Diagram 5: Rapport level during the coaching session
Source: Coaching toolkit
The managers in the Burger King UK must build up the rapport with the employees or with the learners in order to provide mentoring or guidance. In doing so, the must establish a good relationship with the learners. All the managers and coaches surveyed during the study told that they try their best to maintain a comfortable environment during the coaching session. The learner of the front end managers said that they felt somewhat comfortable during the coaching session, whereas, the learner of the mid-level and top-level management said that they stay in between the comfortable to a strong sense of knowing each other (Glazier, 2016).
[bookmark: _Toc15768295]The Coaching Path
The coaching path is the skeleton of how a coaching session is initiated, executed and concluded. The coaching path includes 5 stages to complete an effective coaching session. The stages of the coaching path can be understood by studying the below diagram-
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Diagram 6: Coaching path
Source: Coaching toolkit
The study conducted at the Burger King UK also included the observation of a coaching session that was being held among the employees of the sales department of the company.  Initially, the head of the sales department established the conversation that they were supposed to sit together and would be having a session regarding the action plan for the next quarter of the year. After sitting together, the identified the goal that they needed to increase their sales by 50% by the end of the year 2018. After identifying the goal, they explored the current situations and got an insight into the possible options that were available to them to achieve their goals. After the exploration, they got into some conclusions about their actions plans and the pathways that they would be following in achieving their goals. And finally, after deciding the action plans, they stated their activities to achieve their goals. They decided to increase their food items and use multiple marketing tools to attract more customers and increase their sales. This is how the coaching path was used by Burger King UK in achieving its business goal of increasing sales by 50% (Kim, 2014).
[bookmark: _Toc15768296]Alternative strategies for developing and supporting employees
Besides coaching, mentoring, counselling and training there are many other alternative strategies available that can be used by the Burger King UK to develop and support its employees. Those strategies are also much helpful to enhance the productivity and ability of the employees, if they are implemented effectively. A few of the many alternative strategies are discussed below.
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Diagram 7: Alternative strategies to develop and support employees
Source: Self-designed
Use an effective performance evaluation system: One of the most effective ways of developing the employees is to establish and effectively implement a performance evaluation system and a standard of performance measurement. If there is a certain standard of performance measurement, the employees will be able to understand their deficiency and be able to determine how far they need to go to reach the standard. And if the performances are evaluated regularly, the employees will be bound to perform effectively in order to obtain good remarks on the evaluation.
Provide bonus and other incentives: Monetary and non-monetary benefits are few of the most effective ways through which a firm can increase the motivation level of the employees and make them work harder to increase the productivity and efficiency. When the top performers are awarded monetary benefits such as bonuses, stipends etc. and non-monetary benefits such as recognition, awards, flexible work schedule, paid leave etc., and the other employees will be motivated to work better and increase their productivity. In this way, the development of the employees will be ensured and the monetary support and mental support will also be provided to them.
Job rotation: Rotating the jobs of the employees in multiple departments is one of the mostly used and most useful strategies to develop the productivity of the employees and support them to grow further in their career. In this process, an employee is assigned to perform the responsibilities of several departments for a certain period of time. During this rotation period, the ability of the employee is tested in varied ways. The most suitable or appropriate department or sector for this specific employee is identified. Then the employee is permanently appointed to that department. Sometimes, this rotation activity continues for an indefinite time period to reduce the boredom in the workplace and to keep the employees energized always by assigning different tasks to them. In this way, by assigning multiple tasks from multiple departments a firm can develop the skills and abilities of the employees and support them in varied ways (Noe & Hollenbeck, 2017).
[bookmark: _Toc15768297]Organisational, operational and individual barriers and strategies to overcome them
[bookmark: _Toc15768298]Barriers
In implementing coaching and mentoring activities within the organization, a company and its management have to face a lot of barriers and obstacles. The management of Burger King UK usually faces three types of barriers while implementing coaching and mentoring activities. Those are Individual barriers, operational barriers, and organizational barriers. All of them are discussed blow.
Individual barriers: The first barrier that arises among the individuals is the conflict of the personalities of the people who are involved in the coaching and mentoring process. If there is a great extent of differences exist among the personalities of the people, the proper implementation of coaching and mentoring will be difficult. Besides, it is not possible for the management to select every candidate as the coach or mentor. Thus, the unassigned candidates might become resented due to their failure and unrealistic expectation among the employees about the coaching process also create a barrier to proper implementation of coaching and mentoring programmes.
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Diagram 8: Barriers to coaching programmes
Source: Class lecture and self-designed
Operational barriers:  Besides the individual barriers, there are a few operational barriers that hinder the proper execution of the coaching and mentoring programmes. If the personalities of the coaches and mentors don’t match with that of the learners, it is highly likely that the coaching programme will be hampered. Moreover, when coaches or the mentors are not clear about the difference between the roles of the manager and the coach, it creates barriers in the coaching process.
Organizational barriers: Last but not least, there are a few organizational barriers in implementing the coaching process. For example, if the culture of the company is not adjustable enough to accommodate a change or a coaching process, then it will be difficult for the management to implement any coaching activities. Moreover, if the management itself is unable to provide enough support to implement supporting facilities, the coaching and mentoring programmes will not be possible to implement (Burch, 2010).
[bookmark: _Toc15768299]Strategies to overcome the barriers
Even though there are many obstacles and barriers in implementing coaching and mentoring programmes, there are some effective strategies as well to overcome those barriers. Those strategies are discussed below-
Individual strategies: The following strategies are supposed to be taken by the manager or the coach or the mentor to overcome the barriers-
· The coach and the management need to identify the opportunities and the objectives of the coaching process
· Then the coach must plan the schedules and steps of the whole coaching process
· Then the manager must decide the tactics that are going to be used in implementing the coaching process
· The coach must be monitoring the progress of the learner periodically and regularly 
· Last but not least, the manager must review the work performance and give feedback to the learners about their performances and the areas to develop
Operational and organizational strategies: The following strategies must be followed by the organization in managing and operating the coaching and mentoring process-
· The firm must define the range of the coaching activity
· All the stakeholders including the top management, the coach and the learners must agree to the defined objectives of the coaching activity
· The coach must define and explain the desired outcomes of the programmes and  formulate the proper work plans to achieve those outcomes
· The coach must also establish a specific timeline for completing the programmes
· Finally s/he must establish the performance standard and criteria for performance evaluation (Gilbert & Côté, 2013).



[bookmark: _Toc15768300]Knowledge, skills and behaviours of an effective coach and mentor
To be an effective coach and mentor a person must possess some specific skills, behaviour and abilities. The skills required to be an effective coach and mentor are discussed below.
[bookmark: _Toc15768301]Knowledge and skills
Planning skills: The coach must have the ability to plan and design the coaching programmes effectively that the desired objectives are achieved properly. He must be able to coordinate and integrate all the logistical activities and impact of those activities.
Questioning and listening skills: The success and the effectiveness of a coach mostly depend on the coach’s ability to question and listen to the learners. The coach must be able to question the learners in multiple dimensions to find out the specific needs of those learners.
Ability to find out development areas and give feedback: The coach must be able to find out the deficiencies of the employee or the learners. In this way, the manager will sketch the areas where the employees or the learners will need to work on and develop themselves further to achieve the business objectives and the goals of the coaching programmes.
Ability to stay focus:  The coach must have the skill of being focused throughout the coaching period to deliver the best possible guidance to the learners. If the coach loses his focus, the objective of the coaching will not be achieved as the coach will not be able to guide according to the set plan of the programme.
[bookmark: _Toc15768302]Behaviours
An effective coach must have the following behavioural in him to be an effective coach-
Building trust and confidence: It is important for the coach to have the behavioural ability to build trust and confidence among the learners of the coaching. If the coach is successful in building the required trust and confidence among the learners, the probability of the effeteness of the coaching programmes will be increased.
Being committed to the process: The coach must also be committed to the process of the coaching that was designed at the beginning of the coaching or mentoring programme. If the coach fails to maintain the consistency in the contents and the materials of the coaching, the learners will fail to absorb the desired learning from the coaching which will result in the failure of achieving the objectives of the coaching programmes.
Being open minded: It is also important for a coach to be open minded and not being judgemental to anyone of the learners. Otherwise, the coach will be unable to share and impart his experience and knowledge to all the learners effectively.
Empathizing: The coach or the mentor must be able to show enough empathy to all kind of problems and issues of the learners. It is necessary to have empathy in the coach to deal with the different types of people who will be the mentees or the learners in the coaching programmes. The coach will have to be sympathetic enough to listen carefully from the learners and suggest the best solution or the action plan to develop himself (Cushion, Ford & Williams, 2012).















[bookmark: _Toc15768303]Conclusion
The report was concluded with the discussion of the necessary skills and knowledge required by the coaches and mentors to be effective. In the case of Burger King UK, the importance of coaching and mentoring is undeniable. To execute effective coaching and mentoring campaign within the organization, the top management of the Burger King UK must take necessary steps to create the appropriate organizational cultures that support the coaching programmes and assign the proper personnel in executing the coaching and mentoring programmes.
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