Extent of the Report-                                                                                                                                                                         In order for the organisation or business to be competitive, successful and to have control over the competition, it is important that the workplace development for employees is effective and efficient. Different businesses and organisations can deliver workplace development in many different ways. Concentrating on the department store Harrods, the objective of this report is to analyse and highlight all the varieties of vehicles and procedures used by Harrods to further develop the needs of individuals. This report will also include examples from organisations, examining the numerous advantages to the individual and also the organisation that are using these different development vehicles in the workplace. Development plan and some recommendations on how Harrods can enhance its practices within the HRM departments will also be included in this report. 
Overview of Harrods-                                                                                                                                                                          Harrods is a huge department store and is a well known brand, which is recognised by many from across the world. Its international fame and reputation is generated through its trademark and brand values. This is the key to what Harrods, as a global organisation stands for. Harrods’ core values are “British; Luxury; Service; Innovation and Sensation. Giving customers the ultimate experience in luxury shopping experience.  Harrods, as a brand, has been established for over 160 years and currently employs more than 4000 employees with a further 3500 agency and concession progression.
What is Human Resource Management (HRM)?                                                                                                                                To get a clear understanding about Human Resource Management procedures and practices at Harrods and the different development vehicles that are used, it is fundamental to learn about what the Human Resource Management involves and how it plays a core role within an organisation like Harrods. According to Armstrong (2009), Human Resource Management is explained is explained as a planned process for the overall development of employees and the organisation’s procedures of employment terms and conditions. HRM, within an organisation are responsible for the recruitment and employment processes and management of employees’ terms and conditions, whilst they are employed. Storey (2002) states that there are many aspects associated with what HRM could mean within an organisation, these are:
· A range of principles and expectations that both employees and employers are expected to abide by.
· Making key decisions about the different appropriate ways to manage people within an organisation. 
· Working alongside senior managers to form a good professional relationship with all employees recruited.
The role and responsibility of the HRM is given to people who are very good in the HRM roles. It is the roles of the HRM to work closely with managers to encourage good HRM practices throughout the organisation. There are a number of development vehicles which many HRM use to develop employees, these are Employees Engagement, Feedback, Reward and Leadership and Management Development. 
Employees Engagement-                                                                                                                                                                                                                          Employee Engagement is the idea of employees’ level of engagement, which is defined as “Going the extra mile.” Within a workplace establishment, the engagement of employees’ is of great importance. The way employees are engaged can vary from one individual to another. This typical engagement theory and procedure must be in setting to motivate employees towards the path in which to accomplish the goals of the organisation. According to Parashar (2016), employees whom are engaged in their role, responsibility and are more ambitious, enterprising, innovative and are more determined to achieve goals and targets. This means that an engaged employee will perform more efficiently.
Workplace engagement happens when employees are dedicated to their job and the organisation, and   motivated to accomplish high levels of performance. Maslach Et Al (2001) who referred to engagement as: a positive, fulfilling work-related state of mind that is characterised by level of energy, motivation and absorption. Workplace engagement can be defined between two types of engagements, which are job engagement and organisational engagements:
· Job engagement: Takes place when employees exercise voluntary effort because they are different. Employee engagement does not always mean that the employee is happy. Kevin Kruse (2012) states that someone might be content at work, but that does not always mean that the individual is working hard or productive within their role on behalf of the organisation. Employee engagement is believed to be the emotional dedication or commitment the employee has towards the organisation and its target goal. This level of engagement means that employees really care about their job role and the organisation. For example, the engaged retail clerk picks up the trash on the stone floor, even if the boss isn’t watching. (Kevin Kruse 2012)
· Organisational engagement: This is when employees can relate to the values and goal of the organisation and accept that it is an exceptional place in which to work and to pursue a career promotion within the organisation. According to Croswell (2018), engaged employees can result to high performing, more strong and a resilient organisation. Importantly, employees’ level of engagement depends heavily on the actions of an organisation, especially the actions of leadership, line managers and supervisors. A lot of organisations search out for greater engagements to enhance areas of performance, retention and innovation. A few factors to review in the area of organisational engagement to fully understand what employees need to feel engaged?

1. Are the organisation’s targets and goals clear and realistic?
2. Does every employee have a good knowledge and understanding of their targets/goals?
3. Can the employees visualise how their role/responsibility adds up to achievement and success of the organisation?
4. Is the leadership fully present and able to engage and motivate the current workforce?
The benefit of employee engagement is well-established: organisations with hugely engaged teams have appeared to be extremely profitable, more energetic and provide better customer service. 
Engagement Methods at Harrods-
Harrods is a department store that hugely places engagement of its employees of high importance. Harrods uses a range of engagement methods to get the best out of its employees. Clearly, the greatest driver of satisfied customers to satisfied employees- and the leadership team at Harrods certainly believe in these concepts more than anyone. Young (2018) states that the luxury department outlet has won many expressions of praise for its people- first approach, and as a result, Harrods has been labelled as one of Glassador’s UK’s Best Places to work three times in the past four years.                            Harrods consider themselves to be a customer and employee-centred organisation, by providing many different programmes to ensure that employees feel valued, recognised and rewarded for their hard work and commitment to the organisation. It is extremely important to empower employees with a voice, and regular opportunities for employee feedback. 
Over the recent years, Harrods has made a number of changes to the ways they engage and involve their employees in their vision and decision making process. Having previously carried out an annual employee’s engagement survey, Harrods, as an organisation, wanted to create a more effective and regular way of communicating between all of its employees and senior managers, and ultimately, enhanced the level of engagement data, that they have for employees engagement at work. According to Young (2018), an annual survey wasn’t giving the level of detail, needed as an organisation. So therefore, after reviewing and assessing a number of surveys, Harrods decided to work with Peakon, as they were driven with data intelligence and technology facilities to get deeper information into employee engagement.  As part of Harrods ongoing employees’ engagement survey roll-out, it will be using Peakon’s Kiosk feature, which will allow employees to respond to the survey using their existing employee ID’s..
Another method Harrods uses to engage employees is the clear strategy incorporating brand, engagement and communications with leadership is by changing the organisational structure. Senior leadership recognised that the organisation had too many different layers and decided to implement a new structure with employees, taking more responsibilities, enabling job enrichment, providing great opportunities for employees to take on extra duties to improve their job satisfaction. Suggested by Guest (2009) that organisational engagement can be achieved through careful design of systems and jobs to enable employees to contribute through full use of their skills and knowledge.                                                 Harrods is an organisation that has used employees and social media as a key investment, and is receiving great benefits. Allowing employees the opportunities to openly communicate through an internal network system, allowing employees to contribute and play an active part in continuing to build the success of the organisation. Actively engaging employees in the planning and mentoring of the appropriate networks in places engages employees to make Harrods success its core values and vision. This is supported by Maclead and Clarke (2009) leadership which ensure a strong, transparent and explicit organisational culture, which gives employees a line of sight between their job and the vision and aims of the organisation.                                                                                                                                                                                        Internal employee magazine “Your Harrods” is also used as a method of engaging employees in the organisational communication process. “Your Harrods” is an extremely popular and creative magazine for all employees with information, such as a new start list, charity features, interviews with key workers, interesting competitions and personal snapshots of individual and events linking to the success of the organisation. Guest (2009) states of appropriate resources, tools and information allow employees to perform effectively and motivate them to go the extra mile.
Benefits of Engagement-
There are a number of benefits and outcomes of having an informed and engaged workforce. These benefits to individuals and organisations include:
· Employees are willing to go the extra mile. 
· Believe in and identifies with the organisation core values and beliefs.
· Engaged employees wants to work to make things better for the organisation by committing and dedicating their time and effort. 
The ultimate confirmation of the result of an employee engagement method is that it needs to be believed and lived by all employees within the workforce. Employees need to feel that the perception and certain practices have changed and that majority of the employees have taken a part in making the improvement. According to Guest, (2009) the benefits of employee engagement will result in positive attitude and behaviour on the part of employees. For this reason, Harrods places a great importance on brand as a value and therefore, it is important that these values are seen in employees behaving. Employees need to believe and act up on the Harrods brand value, because customers will expect nothing less than excellence in product and services.. 
Providing Feedback-                                                                                                                                                                Another part of the development vehicles for employee development ued by organisations is feedback and rewards. Providing constructive feedback to employees is an important process of performance management (Herholdt 2012). Senior managers or leaders usually provide feedback to the employees by using a number of different methods. The feedback can be delivered by subordinates’ part of a 360 degree feedback process, or it can be something that individuals do for themselves. Pickford (2003) states that feedback can be a mixture of positive, constructive and negative advice on what the employee has successfully achieved, what the employee needs to improve on and what they have not successfully achieved within their roles and responsibility. The outcome of this feedback is to effectively strengthen practices and behaviour, and also specifies where and how targets and goals can be achieved. The main purpose for feedback is to develop understanding, so that suitable measures can be taken, by both the organisation and the employees. There are some general feedback processes that can be followed to make the whole procedure effective and useful for employees, these are:
1. For feedback needs to be incorporated into the job. 
2. Feedback should be based on a confirmed result or behaviour and supported by evidence. 
3. Feedback  given as a description of what actually happened and never be judgemental. 
4. Feedback should be constructive and result in a positive outcome. 
5. Feedback needs to be focused to what went well and what needs to be improved further. 
Feedback and Reward at Harrods-                                                                                                                                          Harrods has a good feedback and reward system in place for its employees, as it believes that a good work environment increases an opportunity to make a meaningful impact on employees’ personal and professional lives. There are a number of things that Harrods has in place to achieve this objective:
1. The Managing Director attends every Welcome for all new employees and gives a presentation about Harrods culture, as well as answering any questions that anybody might have. 
2. Harrods delivers a wide variety of Health and Wellbeing programmes; these include stress management, counselling services, physiotherapy, as well as the access of an onsite team of doctors, nurses and health advisers. 
3. In 2019, Harrods hosted tow summer events, where they hired out two theme parks for all employees and their families.
4. Annual Christmas Ball to celebrate the years highlights
5. Harrods’ employees are all enrolled in the Harrods Rewards scheme. 
According to Toro (2018), recognition of achievements is extremely important at Harrods. They believe that if you acknowledge and compliment the behaviours that you expect from employees, then this will encourage other employees to go above and beyond their roles and responsibility. Buchner (2007) emphasises that feedback and reward is something that should be carried out for the employee in collaboration with them. Harrods incorporates both the feedback and reward system effective by providing varied and fulfilled careers in retail to all its employees. The feedback process at Harrods allows employees to feel part of the success of the organisation.                                                                  Harrods carries out the feedback and reward as a system to reviewing the overall performance of employees. The methods that Harrods uses to deliver this to employees is personal development plans . This is routinely carried out by senior managers in a formal and systematic manner. A method that Harrods uses when given constructive feedback to employees is the 360 degree constructive feedback model. Mullins (2010) mentions that the 360 degree feedback is a method that can be used for both appraisals and feedback on employee performance from a wide range of different angles. This could include customers, bosses, managers, supervisors and peers/colleagues. The 360 degree feedback approach is used by Harrods in relation with other methods of the feedback and reward system to score employees on scale and use this visual evidence to communicate to employees where improvement are needed to be made in a set period of time. 
Benefits of The Feedback and Reward System-                                                                                                        The main objective of the feedback and reward system is to identify areas where improvement is needed and encourage/motivate by rewarding dedicated employees for their performances in areas where target and goal has been met. Some of the benefits to employees and organisations that the feedback and reward system provides are:
· Rewarding employees can motivate them to improve their performance for the organisation. The performance of the employees gets better. 
· Feedback and appraisals allow employers to see employees’ performances and to set them targets in order to make progress within their roles. 
· Consistency will remain high with appropriate levels of feedback on performance related issues and discuss about the potential outcome that is needed for both the employee and the organisation. 

Leadership and Management Development-
The concluding development vehicle accessible to different organisations to be considered in this report is leadership and management development vehicle.  An effective leadership and management development strategy provides leaders and managers with managerial skills and qualities required. Dixon (1994) states that leadership is no more than practicing such an effect upon others that they start to act towards achieving a target, which they might not have achieved so willingly, had they been left to their own devices. Leaders and managers will need to have a strong leadership skills and qualities to inspire others, communicate clearly what needs to be achieved and why. Good leaders will have good skill sets to communicate and get their team into operation, so that the goal is achieved with success. According to Taman (2003) there is a wide range of abilities that leaders will need within their role. Leadership development is many focused on with nurturing the flexible skills of leadership through a wide range of educational processes, e.g. leadership programmes, mentoring and coaching, and other formal learning events, which further develops leaders in different areas, whereas management development depends heavily on making sure that managers have the appropriate level of experience gained by self-directed learning and different management technique.   As Fielder (1967) highlighted that if we wish to improve organisational and group effectiveness, we must learn not only to train managers more effectively, but also to build an organisational environment in which the managers and leaders can perform well. 

 Management Development at Harrods-                                                                                         
The method Harrods uses for the development of its employees and managers is organised clearly. The development of management at Harrods is important in building the culture of a successful organisation. At Harrods, there are two different poles in relation to leadership and management, these are autocratic and democratic. Autocratic leadership is where the leader instructs employees in what to do and when to do it by, whereas democratic leaders encourage feedback and suggestion from employees, listening to different ideas before making a final decision. Depending on the circumstances, both autocratic and democratic style of leadership has its place at Harrods. An example of how Harrods might implement both styles in different situations. For instance, in a desperate situation, such as an increased drop in sales figure, immediate action is needed to prevent the situation from reaching crisis point. However, when time is available to deal with a situation, then the democratic approach is encouraged. (Business Case Studies 2019)                                                                                         

Benefits of  Management Development-                                                                               
The aim and benefits of management development is to increase knowledge and skills and  to provide opportunity to potential employees to develop their role into a greater position. Leadership and management development has a wide variety of advantages for both the employees and the organisation. As mentioned by Mullins (2010), some of the advantages of leadership and management development include increased level of confidence and motivation for employees to take an opportunity and make progression in their career. This will also make employees increasing being committed and loyal towards the organisation, as there is the potential opportunity for further promotion. By having an effective programme to develop leadership and management will encourage and motivate employees to stay committed and take on extra duties to further develop their role within the organisation.

The final part of the report is going to be based on Personal Development Plans and the different ways it can be implemented for evaluation employees’ performance level. 

Personal Development Plans-                                                                                                                                              Personal Development Plan provides individuals with guidance that they need to be proactive, and it is a written account of self-reflection and areas of improvement to achieve career based goals. Mucmillan (2003) states that Personal Development Plan can be presented as an assessment device used by many organisations for collection information on employees’ performance and future development needs. The PDP would be based on the specific areas of improvement with the ultimate goal in mind. The specific areas are typically based around developing future learning.  However, it could include independent study, attending workshop or training, networking or something more directly associated to your current job or organisation you work for. According to Schmitz, Schillo (2005) PDP can assist as a device for coaching, mentoring, guidance and constructive feedback to employees from senior managers about strengths and weaknesses. 
The benefits of PDP can be to help individuals to plan a career change and improve on your existing skills and qualities, or to encourage you to learn something new and evaluate your current abilities. 

	Focus Area
	Training available
	Time scale
	Skills to be gained and priority
	Evidence of progress
	Outcome
	Impact
	Reward

	Individual 1:
To deliver a improved customer service  
	On the job observation
	3 to 6 months
	Communication skills and problem solving 
High level of priority
	Increased confidence and minimum supervision is required
	Better customer service experience
Every fortnight 
	Possible pay increment/ promotion

	Individual 2:
To improve communication skills
	Complete a college /online course 
	6 to 12 months
	Improved confidence and self esteem
Medium level of priority
	Improved level of communication skills and deliver a high level of customer service 
	Increased level of customer satisfaction
6/ 12 months
	Qualification and increased chance of promotion

	Individual 3:
Develop good understanding and knowledge on products
	On the job, taking time to use website and in store product to learn more
	12 months
	Better understanding of product availability 
High Level of priority
	Clear product information and  sell
	Customer satisfaction and accurate product  information
1 to 2 weeks
	Pay increase for meeting target





The table above presents how individual’s training needs can be managed, delivered, reviewed and how it can be continued as professional development.
Individual 1: has been identified as the need to deliver a improved customer service as part of their job role.  This can be supported by one to one mentoring and on the job training opportunity.  Shadowing other experienced colleagues when they are dealing with customers on shop floor and ask relevant questions if they are unsure and get further clarification.  This target is high priority for the individual to meet because customer service has direct affect on customer satisfaction. Individual 2: has been identified to improve communication skills, this can be achieved through completing an online distance learning course or by attending a college course.  Improved communication skills will allow the individual to communicate well with customers and work effectively in a team at Harrods.  This target has been identified as having a medium level of priority because to develop and improve communication skills time need to be invested to see the level of improvement.
Individual 3: has been identified as the area to improve in is developing good understanding and knowledge on products sold at Harrods.  This target is also considered to be high priority because good knowledge on products will answer any queries that any customers might have.  Having good product knowledge will have positive impact on customer satisfaction.  This target can be achieved both within the job and off the job by studying products that is provided by Harrods and reading and understanding the product manual.

Conclusion and recommendation 

Performance, efficiency and productivity are three key areas of improvement that many organizations are constantly working towards, as this supports organization to achieve a completive lead over other rivals.  This can be achieved by having a suitable employee development plan and overview of the organization plan.   It has been discussed throughout this report that it is hugely important to develop employees in different areas and provide them with different opportunities to make career progression.  Engaged employees work harder and a n effective feedback and reward system will increase efficiency and productivity within the organization.  Harrods is a internationally established organization that thrives on its excellent reputation and product brands.  So therefore it is important to have well trained and experience employees who understand and can deliver high quality service.  Employee development is important at Harrods and this has been consistent and good practice because for number of years Harrods has been awarded many different awards for employee of the year.     
   

   
