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Executive Summary

The report focused on showing the importance of Coaching and Mentoring using organisational examples, and to examine the performance at the peer exercise. It has been showed that coaching and mentoring are two different concepts, even though sometimes can be confounded due to their similarities. Their main differences are regarding purpose and time frame, because the coaching is focused on one task at a time during a short period of time and the mentoring is focused on the long-term development of the employees. At the same time, specialists have determined that companies are usually using line managers as a coach or a mentor, depending on the business needs. However, a manager is not directly a coach or a mentor just because it is a manager, but it has to go through training and obtain certain skills. The models that a manager can use while coaching are the GROW model, OSCAR model and Instant Pay Off, and each of them require that the manager has certain skills, however the most common are communication and active listening. Furthermore, the role of coaching an mentoring in developing the resilience of the employees so that they are able to deal with changes have been analysed and it has been established that coaching and mentoring plays a significant role in building resilience. Lastly, the report provided a reflexion over the peer exercise using Kolb’s Learning Cycle and the development needs were included in the Personal Development Plan. 
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1. [bookmark: _Toc121468733]Introduction
Coaching and mentoring are two concepts that are often confused with each other (Sachdeva and Malhotra, 2014). The first part of the report will be focused on the similarities and differences between the two concepts, while looking at academic definitions and practical examples. At the same time, coaching and mentoring will be compared to other learning initiatives to examine why coaching and mentoring are the most effective solutions for companies. To look further into the person that is a manager and sometimes needs to fill the role of a coach or a mentor, a critical evaluation will be provided to establish the skills and behaviours that the manager needs to have in order to produce the expected results. After those were established, a further critical evaluation will be provided over the role of coaching and mentoring in increasing the company’s resilience and its ability to deal with changes, and this evaluation will be supported by two examples of companies that have been fully successful in applying coaching and mentoring during pandemic. The final part of the report will be focused on the personal performance as a coach and will include a reflection as well as a personal development plan. 

2. [bookmark: _Toc121468734]Coaching and Mentoring
Coaching is the process in which a coach trains an individual or a group on how to develop certain skills to overcome an issue at the workplace (McDowall and O’Broin, 2013). Usually, the coaching is project based, and it only happens when the company is facing with an issue that requires more help (McDowall and O’Broin, 2013). A particularity of coaching is that the coach might not have experience in the company’s department, but he could be necessary to develop soft skills (McDowall and O’Broin, 2013). For example, companies are usually using coaching in sales (Richardson, 1996). Here, the individuals must acquire skills that will make them sell more, and the coach is helping them achieve those skills, such as communication, negotiation, objection handling and active listening (Richardson, 1996). There are two types of coaching: internal and external (Schalk and Landeta, 2017). The internal coaching, which can be informal or formal, is suitable for companies because the coach already knows the company, has an established connexion with the employees, has more opportunities to work with the employees and they are less expensive than external coaches (Schalk and Landeta, 2017). However, being an internal coach means that their own productivity might decrease during coaching sessions, and the fact that the coachee already knows the coach might make the coaching sessions not effective because of distractions and because their communication often does not change (Schalk and Landeta, 2017). The external coaching is usually formal because the coach and the coachee are not colleagues or working on the same place (Schalk and Landeta, 2017). External coach is carried into the company because he has the necessary skills and experience to help the company, can provide a fresh view on how to solve a certain issue and do not engage in distraction since everything is kept formal (Schalk and Landeta, 2017). However, there is always the risk that his vision does not fit the company’s culture or that the solution that he provides but not suitable for the company, he might not be available when needed and the costs might be higher than expected (Schalk and Landeta, 2017). 
Mentoring is a long-term process in which the mentor shows its knowledge to the mentee (Irby, 2012). The knowledge could be transferred through extensive training or shadowing, and it is usually passed from an experienced employee to a less experienced employee (Irby, 2012). In practice, mentoring is most commonly used for new joiners, as they are going through training to learn about the company’s culture, to learn about the processes that they will use, and usually the training is followed by further mentoring from the most experienced employees, that are showing the new joiners all the processes and share all their knowledge and tips for them to succeed in their role (Fries-Britt and Snider, 2015). 
Even though coaching and mentoring are two different concepts, there are also some similarities between the two (Sachdeva and Malhotra, 2014). Firstly, both coaching and mentoring require a high level of engagement from the person that needs the help, otherwise the sessions will not be effective (Rhodes and Fletcher, 2013). Furthermore, both concepts are helping individuals to acquire certain skills (Rhodes and Fletcher, 2013). Moreover, they are both organised based on company’s goals (Rhodes and Fletcher, 2013). Lastly, coaching and mentoring rely on building relationships which the trained individuals (Rhodes and Fletcher, 2013).
There are multiple differences between coaching and mentoring (Sachdeva and Malhotra, 2014).  Firstly, coaching is a shorter process than mentoring (Sachdeva and Malhotra, 2014). Additionally, while the coaching is being more effective when it is external, mentoring is successful when it is internal (Sachdeva and Malhotra, 2014). Finally, coaching is a very systematic system while mentoring involves holistic approach (Sachdeva and Malhotra, 2014).. 
Clutterbuck (2001) suggested that there are four types of helping styles: coaching, guiding, networking, and counselling, and together they form a fifth one which is the mentoring. Guiding refers to the ability to give advice (Clutterbuck, 2001). However, many managers fail at guiding, because they give the direct answer, instead of guiding the employee to find the solution themselves (Clutterbuck, 2001). Networking is another vital part of an organisation because people need interaction with other people, but also it is very important to maintain acknowledge sharing culture within the organisation (Clutterbuck, 2001). Counselling can be the way of creating a bond between the manager and the employee, and it is based on trust and communication (Clutterbuck, 2001). Counselling could be crucial in stressful times (Clutterbuck, 2001). Coaching, guiding, networking and counselling are considered mandatory for a mentor to go in order to have positive results (Clutterbuck, 2001). 
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Coaching and mentoring can boat have tangible or intangible benefits (Carmel and Paul, 2015). As for the tangible benefits, coaching and mentoring can increase employee retention, can increase productivity, and can also impact the profitability of the business (Carmel and Paul, 2015). However, while the mentoring is looking to develop more the intangible benefits which can lead to tangible benefits, in the case of coaching, the organisation must establish the tangible benefits that they want to see, so that the coach can focus on that (Carmel and Paul, 2015). The intangible benefits that are brought by the two concepts are increased communication, self-awareness, or employee motivation (Carmel and Paul, 2015). 

3. [bookmark: _Toc121468735]Line Manager as a coach/mentor
Specialists have found that companies usually make the line manager to also be a coach or a mentor (Barry, 1993). The main reason for that is the budget, as it can be very expensive to bring external coach, and it affect the productivity if another employee is being a mentor (Barry, 1993). However, every company must understand that being a line manager is not equal to being a coach or a mentor, because the line manager must develop certain skills, attitudes, and behaviours before being a coach or a mentor (Barry, 1993). Coaching is focused on short term specific tasks, while mentoring is focusing on long term development, so the line manager might need to stop being a mentor in order to become a coach for a specific task, which can be confusing for the line manager and for its employees (Barry, 1993). 
The benefits of having the line manager as a coach or mentor were proven to be applicable to the company, as it will significantly reduce the costs of hiring an external coach (Barry, 1993). Furthermore, the company can have direct control in coaching, by approving all the methods used or by the siding where is the time for the line manager to be a coach in certain situations (Barry, 1993). The disadvantages of using the line manager as a coach or mentor are bigger than the benefits, especially if the line manager does not have the skills required to perform as a coach or mentor (McHugh and Papanier, 1986). Employees might be used to a certain type of behaviour from their line manager and might not respond properly when the line manager must be a coach or a mentor in certain situations, which again will make the sessions ineffective (McHugh and Papanier, 1986). 
There are three coaching models that a line manager can use when is doing coaching. The first one is the GROW model, which stands for goal, reality, options and will (Brown and Grant, 2010). This model is the most common and efficient framework used in coaching because it is very simple and it is used for mainly establishing the goals, identify the potential risks of achieving that goal, and find proper solutions to avoid or solve those risks (Brown and Grant, 2010). By using this type of model, the line manager must have excellent communication skills, be an active listener, and have problem-solving skills (Brown and Grant, 2010). However, specialists recommend this type of model to be used by external coaches, and not internal employees, because an external coach can provide objective solutions, while an internal coach might be too involved with the process and would try to offer unnecessary advice (Brown and Grant, 2010). 
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Another coaching model that the line manager can use, especially with other team members that are on a higher position, is the Oscar model, usually used in personal development scenarios (Connor, 2017). Oscar model means that the coach or line manager will help the team members establish the desired outcome based on the situation will examinate the choices, will set up an action plan and then the progress will be reviewed at a certain period of time (Connor, 2017). This coaching model is recommended to be used by managers, because it allows them to provide further support to the employees and help them achieve their outcome (Connor, 2017). This model requires the coach to possess communication skills and active listening, because they will need to motivate the employee to achieve their outcomes while also listening to them and provide support in case of difficulties (Connor, 2017). 
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Another model that managers it can use is the Instant Pay Off coaching, which offers the possibility of an immediate result (Terblanche, 2019). The manager that does not have the necessary knowledge can also use it, because it is about allowing the employee to set up their goals and identify their objections also known as blocks, and brainstorm how to overcome those blocks, with finally agreeing to a path that must be followed (Terblanche, 2019). The skills required for a manager is active listening and problem-solving skills, which will be useful is brainstorming (Terblanche, 2019). Regarding the line manager’s attitude, he should be always open minded because it is facing a lot of employees with different goals and with different backgrounds, that might have trouble opening up, it should also be positive and focused on solutions (Terblanche, 2019). His principles should be that he's able to coach and mentor and that he will do it at the best of its capabilities while being fair and trustful (Terblanche, 2019).

4. [bookmark: _Toc121468736]Importance of coaching and mentoring in building resilience and dealing with change
Resilience is known as a person’s ability to adjust to difficult situations (Terblanche, 2019), while the change management is a system that helps the company transition to new goals, processes, or technologies (Gill, 2003). 
A company knows that a change should happen inside the company by looking at external or internal drivers, which are signs that point out the changes (Gill, 2003). External drivers are found in PESTLE analysis, which offers an overview of all the external factors and monitor how they are changing and how will they impact the company (Gill, 2003). For example, the external factors might be economical, such as recession, or environmental such as the pandemic. at the same time there are also internal factors that signals change, such as new products, new equipment, or new ownership of the company (Gill, 2003). These changes must be taken into consideration and act on them as soon as possible, otherwise it could cause employees to be stressed, not prepared for any changes to happen, especially when employees do not have resilience (Lindberg, 2013). At the same time, not being prepared for changes can make employees concerned about their future within the company (Lindberg, 2013). Coaching and mentoring are important to be used to develop personal skills in employees, such as resilience (Wynn, 2014). By following the correct model applicable to each employee, and establishing the main goal as increasing the level of resilience, the coach or mentor can conduct a strong brainstorming with each employee to identify objections that can stop them from becoming resilient, and create a proper plan to minimise the impact of those objections (Wynn, 2014). By making an employee resilient, it means that the employee will be able to adapt faster to any type of change, and this would be useful in scenarios where the companies might take immediate actions in front of a change, like it happened with the pandemic (Haider, 2017). For example, a company that acted quickly during pandemic was Virgin Airlines, which in order to maintain their profit when the commercial flights were cancelled, they transformed the business into a transportation business, so they would transport equipment that was needed during pandemic in different countries (Agrawal et al., 2022). Another company that was quick to adapt was Tesco, as they immediately applied government rules regarding social distancing and offered home delivery for groceries, and they even have been able to hire seasonal staff because of the large queues that were formed (Kim and Hallsworth, 2019). 


5. [bookmark: _Toc121468737]Reflexion and Personal Development Plan
In order to evaluate my performance as a coaching the peer exercise, I will use Kolb’s learning cycle, which is a four-part learning process: concrete learning, reflective observation, abstract conceptualisation, and experimentation (Tha and Khin, 2015).  The concrete learning was that I have conducted a peer exercise where I was the coach and I was applying the instant pay off model to an manager that complained about the poor reviews left by the customers and lack of training. My reflective observation is that I have provided strong advice to the coachee, such as scheduling training sessions for staff members, as well as trying to provide more guidance in an informal way and using the reward scheme to motivate the employees. I believe that the advice provided was solid and appropriate for solving the issues, however I believe that a more in depth coaching was necessary because there were lots of issues that had to be addressed and also I would have liked to be able to monitor the progress and to see if the reviews will become better see what changes and if the manager was able to follow my advice entirely. At the same time, I needed to allocate more time, because I did not fully respect the time frame allocated. As for abstract conceptualisation, I conclude that even though my advice was solid, I have no way of checking if they have been applied and if they have been provided with positive results, because there were serious issues within the team that required further coaching.  For the final step, I believe that next time instead of using instant pay off coaching, I will need to utilise OSCAR or the GROW model in order to be able to monitories the progress and to provide more support to the manager. I also need to develop my time management skills. 
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6. [bookmark: _Toc121468738]Conclusion
In conclusion, coaching and mentoring add very important for companies because it can allow them to easily overcome challenges. However, the attention must be on the model used because sometimes it cannot fit. at the same time, the line manager can have difficulties in being a coach and mentor at the same time, and it must always look further to develop the skills necessary. however coaching and mentoring are crucial in building employees resilience to be able to overcome any challenges brought by changes. 
Personally, I believe that I had strong advice as a coach, however I need to learn how to apply other coaching models as well and to be more mindful of time management. 
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