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[bookmark: _Toc101506514][bookmark: _Toc1194818246][bookmark: _Toc2142793513]Introduction
Workplace coaching is often used in organisations to help employees improve their skills, confidence and performance. Coaching involves supporting employees through discussion and guidance so they can reflect on their behaviour and think about ways to improve their work. Instead of simply telling employees what to do, coaching encourages them to think about their own actions and develop their own solutions. This approach can help employees become more confident and responsible in their roles. (CIPD, 2024; Passmore & Lai, 2019).
Coaching can be especially important in customer facing workplaces where communication and confidence are important. In small workplaces such as Lextan, where a small team of tanning salon staff work together, employees often work alone during their shifts and deal directly with customers. This means they need to feel confident when responding to different situations, including dealing with difficult customers. Coaching can support employees by helping them reflect on these experiences and think about better ways to manage challenging situations. This suggests that coaching can help employees improve both their confidence and their customer service skills. (CIPD, 2025).
This assignment will critically explore the knowledge, skills, attitude and experience needed by an effective workplace coach or mentor. It will also critically assess a model that can be used to guide coaching conversations within the workplace, with a focus on the GROW model. The assignment will discuss how coaching can support employee development and improve workplace performance, particularly in smaller workplaces such as Lextan

[bookmark: _Toc1481869036][bookmark: _Toc779979569][bookmark: _Toc1960880690]Explain the similarities and differences of coaching and mentoring within an organisational context.
[bookmark: _Toc193629167][bookmark: _Toc793508724][bookmark: _Toc1303056878]Introduction to coaching and mentoring in organisations
Organisations often use coaching and mentoring to help employees develop the skills needed to perform their roles effectively. Coaching is commonly used to support employees in improving specific skills or dealing with workplace challenges. Mentoring, on the other hand, is usually focused on longer-term development and professional guidance. Both approaches can help employees gain confidence and improve their understanding of their roles within the organisation. (Clutterbuck, 2014).
In workplaces such as Lextan, coaching and mentoring can be particularly valuable because employees often work independently and interact directly with customers. Staff may sometimes face challenging situations, such as dealing with difficult customers or responding to complaints. Coaching conversations can help employees reflect on these situations and think about different ways to manage them. Mentoring can also provide guidance and support, particularly for employees who are developing their experience within the workplace. This highlights that both coaching and mentoring can help employees develop confidence and improve customer service skills. (CIPD, 2025).
Overall, coaching and mentoring are important tools used by organisations to support learning and development. By encouraging reflection, discussion and guidance, these approaches can help employees improve their performance and develop confidence in their roles. Understanding how coaching and mentoring work within organisations can help managers support employees more effectively and improve workplace performance. (Garvey et al., 2018).
[bookmark: _Toc626277387][bookmark: _Toc1136893613][bookmark: _Toc1730703672]Similarities between coaching and mentoring
Coaching and mentoring both aim to support employee learning and development within organisations. In both approaches, an experienced individual provides guidance and support to help another person improve their skills, confidence and performance. Both coaching and mentoring involve discussions where employees are encouraged to reflect on their behaviour and think about ways they can improve in their role. This suggests that both approaches focus on helping individuals learn and develop within the workplace. (Whitmore, 2017).
Another similarity between coaching and mentoring is the importance of communication and trust. In both situations, the person providing support needs to build a positive relationship with the employee. When employees feel comfortable and supported, they are more likely to discuss challenges they are facing at work. This allows the coach or mentor to provide guidance that helps the employee develop their skills and confidence. (Rogers, 2012)
Both coaching and mentoring can also help employees improve their performance and develop professionally. In workplaces such as Lextan, where staff interact directly with customers and may work independently, guidance and support can help employees manage difficult situations more effectively. For example, staff may benefit from discussing how they respond to challenging customers or how they can improve their communication with clients. (CIPD, 2025).
Overall, coaching and mentoring both aim to support employee development and improve workplace performance. While the methods used may sometimes differ, both approaches encourage learning, reflection and confidence within the workplace (Garvey et al 2018)

[bookmark: _Toc1657541551][bookmark: _Toc1695071167][bookmark: _Toc863088033]Differences between coaching and mentoring
Although coaching and mentoring both support employee development, there are several important differences between the two approaches. One key difference is the focus of each method. Coaching is usually focused on improving specific skills or performance within a particular role. A coach works with an employee to help them identify areas for improvement and develop solutions that will help them perform their job more effectively. This means coaching is often used to address short-term goals or specific workplace challenges (Whitmore, 2017).
Mentoring, on the other hand, is generally more focused on long-term development. A mentor often shares their knowledge and experience to help another individual develop professionally and gain confidence within their career. Mentoring relationships may last longer than coaching relationships and often focus on personal growth as well as professional development (Clutterbuck, 2014). This highlights that mentoring tends to be broader and more focused on career development rather than specific job performance. Another difference between coaching and mentoring is the structure of the relationship. Coaching is often more structured and may follow specific models or processes to guide conversations and development. Mentoring is usually less formal and may involve more general discussions about career development and workplace experiences. This suggests that coaching is often more task-focused, while mentoring is more focused on guidance and support over a longer time scale (Cox et al., 2014).
In workplaces such as Lextan, coaching may be used to help employees improve specific skills, such as communication with customers or managing difficult situations. Mentoring, however, may focus more on helping employees gain confidence, develop experience and understand their role within the organisation. This demonstrates that while coaching and mentoring are both useful development tools, they are often used for different purposes depending on the needs of the employee and the organisation (Garvey et al., 2018).
[bookmark: _Toc2013265924][bookmark: _Toc1703889862][bookmark: _Toc698205161]Coaching and mentoring within a service-based organisational context (Lextan)
Coaching and mentoring can play an important role in service-based organisations where employees regularly interact with customers. In these environments, communication, confidence and professionalism are important for providing good customer service. Coaching and mentoring can help employees develop these skills by encouraging reflection, discussion and guidance within the workplace (CIPD, 2025).
In a service-based organisation such as Lextan, staff often work independently during their shifts and interact directly with customers throughout the day. This means employees must feel confident when managing different customer situations, including responding to questions, providing information and dealing with difficult customers. Coaching can support employees by helping them reflect on how they respond to customers and identify ways to improve their communication and confidence (Whitmore, 2017).
Mentoring can also provide valuable support within service-based workplaces. A mentor can share their experience and knowledge to help employees develop a better understanding of their role and the expectations of the workplace. This type of support may be particularly helpful for employees who are new to the organisation or still developing their confidence in customer-facing roles (Clutterbuck, 2014).
This highlights that coaching and mentoring can support both employee development and customer service within organisations such as Lextan. By providing guidance and encouraging reflection, these approaches can help employees improve their performance, build confidence and manage challenging situations more effectively (Garvey et al., 2018).
[bookmark: _Toc1566471476][bookmark: _Toc1975605732][bookmark: _Toc2066954010]Summary of similarities and differences
Coaching and mentoring are both important approaches used in organisations to support employee learning and development. Both methods involve guidance and support from a more experienced individual and aim to help employees improve their skills, confidence and performance. In both coaching and mentoring relationships, communication and trust are important because employees need to feel comfortable discussing challenges and reflecting on their work (Rogers, 2012).
However, there are also clear differences between the two approaches. Coaching usually focuses on improving specific skills or performance within a role and is often more structured. Coaching conversations often encourage employees to reflect on their behaviour and identify solutions to workplace challenges. Mentoring, on the other hand, is generally more focused on long-term development and career guidance. Mentors often share their experience and knowledge to support personal and professional growth (Clutterbuck, 2014).
Taken together, coaching and mentoring both support employee development but are often used for different purposes within organisations. Coaching tends to focus on improving job performance and workplace skills, while mentoring focuses more on long-term development and guidance. Understanding these similarities and differences helps organisations use both approaches effectively to support employees and improve workplace performance (Garvey et al., 2018).



[bookmark: _Toc2027479986][bookmark: _Toc1710145822][bookmark: _Toc751280928]Critically explore the knowledge, skills, attitude and behaviours needed by an effective workplace mentor.
Effective workplace coaching requires a combination of knowledge, skills, attitude and experience. A coach must understand the organisation; the work employees carry out and the challenges they may face in their roles. This knowledge allows the coach to provide guidance that is relevant to the workplace and helps employees improve their performance. In service-based workplaces such as Lextan, employees interact directly with customers and may sometimes face challenging situations. This means coaches need to understand the workplace environment so they can support employees in developing the confidence and skills needed to manage these situations effectively.
Communication skills are also an important part of effective coaching. Coaches need to listen carefully and ask questions that encourage employees to reflect on their behaviour and performance. Instead of simply telling employees what to do, coaches guide them to think about their actions and identify possible solutions. This approach can help employees develop confidence and improve their communication skills. In workplaces such as Lextan, these skills can be particularly important when employees are dealing with difficult customers or managing customer concerns.
A supportive attitude is another key quality of an effective coach or mentor. Employees are more likely to learn and develop when they feel supported and respected. Coaches who remain patient, encouraging and open to discussion create an environment where employees feel comfortable reflecting on their work and learning from their experiences. However, coaches must also encourage employees to take responsibility for their own development rather than solving problems for them. This suggests that a balance between support and independence is important in effective coaching relationships.
Experience can also strengthen the coaching process. Coaches who have experience in the workplace are often better able to understand the challenges employees may face. In workplaces such as Lextan, this experience may include managing customer expectations, handle complaints or responding to difficult situations. When coaches share their experience and encourage reflection, employees can learn from real workplace situations and improve their performance over time.
Taken together, knowledge, communication skills, supportive attitudes and relevant experience all contribute to effective coaching and mentoring in the workplace. These qualities allow coaches to support employee development while also encouraging individuals to build confidence and improve their performance.



[bookmark: _Toc1149325443][bookmark: _Toc180048853][bookmark: _Toc46872843]Knowledge required by an effective workplace mentor
An effective workplace mentor needs a good level of knowledge about the organisation, and the work employees carry out. This knowledge allows the mentor to provide guidance that is relevant and practical for the employee. A mentor who understands workplace expectations, procedures and responsibilities is better able to support employees in developing their skills and improving their performance.
In service-based organisations such as Lextan, mentors should also have knowledge of customer service and workplace communication. Employees regularly interact with customers and may sometimes face challenging situations, such as responding to complaints or dealing with difficult customers. A mentor who understands these situations can provide guidance that helps employees manage them more confidently and professionally.
Mentors also need knowledge of how employees learn and develop within the workplace. Different employees may respond to situations in different ways depending on their confidence, experience and communication skills. Understanding these differences allows mentors to adapt their support to meet the needs of each employee. This suggests that workplace mentors must combine knowledge of the organisation with an understanding of employee development to provide effective support.
Taken together, knowledge of the workplace, customer service and employee development are important qualities for an effective workplace mentor. This knowledge allows mentors to guide employees, share experience and support learning within the organisation.
[bookmark: _Toc429181569][bookmark: _Toc1223524280][bookmark: _Toc638226919]Skills required by an effective workplace mentor
Workplace mentors need a range of skills to support employee learning and development. One of the most important skills is communication. Mentors need to be able to explain ideas clearly and listen carefully to the person they are supporting. Clear communication helps mentors understand the challenges employees may face and allows them to offer guidance that is helpful and relevant.
Listening is also a key skill in mentoring relationships. When mentors listen carefully, employees may feel more comfortable discussing problems or concerns they experience at work. This can help mentors understand the situation more clearly and encourage employees to reflect on their behaviour and performance. In workplaces such as Lextan, where employees interact directly with customers, this can be particularly useful when discussing situations such as handling complaints or responding to difficult customers.
Another important skill is the ability to ask open questions. Asking thoughtful questions encourages employees to think about their experiences and consider different ways of improving their performance. Instead of simply telling employees what to do, mentors can guide them to find their own solutions. This approach helps employees build confidence and develop problem-solving skills in the workplace.
Mentors also need strong interpersonal skills to build positive relationships with employees. A good mentoring relationship is based on trust and respect. When employees feel supported, they are more likely to engage in discussion and reflect on their development. This shows that communication, listening and questioning skills all play an important role in mentoring within the workplace.

[bookmark: _Toc536315899][bookmark: _Toc876244981][bookmark: _Toc579694413]Attitudes required by an effective workplace mentor
The attitude of a workplace mentor has a strong influence on how effective the mentoring relationship is. Mentors need to be supportive, patient and open so employees feel comfortable sharing their experiences. This can help build confidence and encourage reflection, supporting learning and development.
In service-based organisations such as Lextan, this is particularly important as employees deal directly with customers and may face difficult situations. Feeling supported can help employees reflect on their actions and improve their communication.
However, mentors must avoid solving problems for employees. If they take on a role, as shown in the Drama Triangle, employees may become dependent and fail to develop their own problem-solving skills.
Therefore, mentors should guide employees to find their own solutions through discussion. This supports learning while also encouraging independence

[bookmark: _Toc2037840166][bookmark: _Toc218309168][bookmark: _Toc826683083]Behaviours required by an effective workplace mentor
The behaviour of a workplace mentor plays an important role in supporting employee development. Mentors need to behave in a professional and supportive way so that employees feel comfortable discussing their experiences and challenges at work. Positive mentoring behaviour can help create a safe environment where employees feel confident reflecting on their work and learning from their experiences.
One important behaviour is being supportive and encouraging. Mentors should provide guidance while also encouraging employees to think about their own solutions. When mentors show encouragement, employees may feel more confident in their abilities and more willing to take responsibility for their development. This can help employees build confidence and improve their performance in the workplace.
Another important behaviour is showing respect and patience. Employees may develop at different speeds and may sometimes make mistakes while learning. Mentors who remain patient and respectful can help employees learn from these situations rather than feeling discouraged. In workplaces such as Lextan, where employees interact directly with customers, this behaviour can help staff feel more comfortable discussing situations such as dealing with complaints or difficult customers.
Mentors should also demonstrate professional behaviour by acting as a positive role model within the workplace. Employees often learn by observing how experienced staff respond to situations. When mentors demonstrate professional communication and problem-solving skills, employees may learn from these behaviours and apply them in their own work. 
Taken together, supportive, respectful and professional behaviour can help mentors build strong relationships with employees and support their learning within the workplace.



[bookmark: _Toc1393044564][bookmark: _Toc1357308692][bookmark: _Toc2139289763]Challenges and limitations of coaching and mentoring in the workplace
Although coaching and mentoring can support employee development, there are several challenges when they are used in the workplace. One key issue is time. Managers and experienced staff often have other responsibilities, which can make it difficult to provide consistent support. If coaching or mentoring is rushed, it may not be effective.
Another challenge is that not all employees respond well to reflective approaches. Some may feel uncomfortable discussing their performance, while others may prefer direct instructions. This can limit how effective coaching or mentoring is.
There are also limitations when mentors or coaches lack the necessary skills. Poor communication or over-directing can reduce the benefits and prevent employees from developing independence.
In workplaces such as Lextan, busy environments and customer demands may further limit opportunities for coaching. This suggests that while coaching and mentoring are valuable, organisations must provide enough time, training and support for them to be effective.

[bookmark: _Toc469939930][bookmark: _Toc542023616][bookmark: _Toc586617333]Summary of key requirements for effective coaching and mentoring
Effective coaching and mentoring require a combination of knowledge, skills, attitudes and behaviours. Coaches and mentors must understand the workplace and the challenges employees may face in their roles. This knowledge allows them to provide guidance that is relevant and practical.
Communication skills such as listening and questioning are also important because they encourage employees to reflect on their behaviour and identify ways to improve their performance. A supportive attitude is equally important, as employees are more likely to learn when they feel respected and encouraged.
Experience in the workplace can also strengthen coaching and mentoring relationships. Individuals who have experience dealing with workplace situations can provide realistic guidance and help employees learn from real examples. Taken together, these qualities allow coaches and mentors to support employee development and improve workplace performance.


[bookmark: _Toc906209395][bookmark: _Toc1931965853][bookmark: _Toc233210832]Critically assess a model or process that should be followed when formally coaching or mentoring.
[bookmark: _Toc782934762][bookmark: _Toc1720541026][bookmark: _Toc2138144258]Introduction to coaching and mentoring models
Coaching and mentoring models are often used to provide structure to development conversations within organisations. These models help guide discussions between coaches and employees by providing clear steps that encourage reflection and goal setting. Structured models can help ensure that coaching sessions remain focused and productive.
Many organisations use coaching models to support employee development because they provide a clear framework that encourages individuals to identify goals, reflect on their current situation and consider possible solutions. This suggests that coaching models can support learning and development by providing a structured approach to workplace discussions.

[bookmark: _Toc1938995419][bookmark: _Toc1071550468][bookmark: _Toc481398750]Overview of the chosen mentoring model
One widely used coaching model is the GROW model. The GROW model provides a structured approach to coaching conversations and is commonly used to support employee development within organisations.
The model is based on four stages: Goal, Reality, Options and Will. The goal stage focuses on identifying what the individual wants to achieve. The reality stage involves exploring the current situation and understanding the challenges the employee may face. The options stage encourages the employee to consider different ways of achieving their goal. The final stage, will, focuses on identifying the actions the employee will take moving forward.
This structured approach encourages employees to reflect on their experiences and take responsibility for their own development.
[bookmark: _Toc1024048670][bookmark: _Toc1845091424][bookmark: _Toc1268670358]Application of the Model within an Organisational Context (Lextan)
The GROW model can be applied within service-based organisations such as Lextan to support employee development. For example, if an employee finds it difficult to deal with a challenging customer, a coaching conversation could begin by identifying the goal of improving confidence in handling customer interactions.
The reality stage would involve discussing what happened during the situation and identifying any difficulties the employee experienced. The options stage could involve exploring different ways of responding to similar situations in the future. Finally, the will stage would focus on the actions the employee plans to take when facing similar situations again.
This shows how the GROW model can encourage reflection and help employees develop strategies for managing workplace challenges.
[bookmark: _Toc1001911274][bookmark: _Toc1002083443][bookmark: _Toc2099018805]Strengths of the Model
One strength of the GROW model is that it provides a clear and structured framework for coaching conversations. This structure can help ensure that discussions remain focused on development and goal setting.
Another advantage is that the model encourages employees to reflect on their own behaviour and identify solutions themselves. This can help individuals develop confidence and problem-solving skills. The model is also relatively simple to understand and apply, which makes it suitable for many workplace environments.
[bookmark: _Toc1520092049][bookmark: _Toc113280550][bookmark: _Toc375609046]Limitations of the Model
Despite its advantages, the GROW model also has some limitations. One limitation is that the model may appear too structured for some situations. Workplace challenges can sometimes be complex, and a rigid structure may not always allow for flexible discussion.
Another limitation is that the success of the model depends on the communication skills of the coach or mentor. If the coach lacks strong listening or questioning skills, the model may not achieve the desired outcomes.
[bookmark: _Toc387882608][bookmark: _Toc1312644960][bookmark: _Toc531617890]Critical Evaluation of the Model’s Suitability for Workplace Mentoring
The GROW model can be a useful tool for workplace coaching and mentoring because it encourages reflection and goal setting. By guiding employees through a structured conversation, the model can help individuals understand their current situation and identify practical steps for improvement (Starr, 2021).

However, the model may be more suitable for coaching situations that focus on improving specific skills or performance. Mentoring relationships that focus on long-term development may require more flexible discussions that are not always guided by a structured model (Cox et al., 2014).
This suggests that while the GROW model can support workplace coaching, mentors may need to adapt their approach depending on the needs of the employee and the situation.


[bookmark: _Toc1822672945][bookmark: _Toc1282624719][bookmark: _Toc2066070305]Application of the model within an organisational context (Lextan)
The GROW model can be applied within service-based organisations such as Lextan to support employee development. For example, if an employee finds it difficult to deal with a challenging customer, a coaching conversation could begin by identifying the goal of improving confidence in handling customer interactions.
The reality stage would involve discussing what happened during the situation and identifying any difficulties the employee experienced. The options stage could involve exploring different ways of responding to similar situations in the future. Finally, the will stage would focus on the actions the employee plans to take when facing similar situations again.
This shows how the GROW model can encourage reflection and help employees develop strategies for managing workplace challenges.

[bookmark: _Toc953374717][bookmark: _Toc406317699][bookmark: _Toc212608577]Strengths of the model
One strength of the GROW model is that it provides a clear and structured framework for coaching conversations. This structure can help ensure that discussions remain focused on development and goal setting.
Another advantage is that the model encourages employees to reflect on their own behaviour and identify solutions themselves. This can help individuals develop confidence and problem-solving skills. The model is also relatively simple to understand and apply, which makes it suitable for many workplace environments (Starr, 2021; Grant, 2017).


[bookmark: _Toc308548019][bookmark: _Toc1089542520][bookmark: _Toc1714473432]Limitations of the model
Despite its advantages, the GROW model also has some limitations. One limitation is that the model may appear too structured for some situations. Workplace challenges can sometimes be complex, and a rigid structure may not always allow for flexible discussion.
Another limitation is that the success of the model depends on the communication skills of the coach or mentor. If the coach lacks strong listening or questioning skills, the model may not achieve the desired outcomes.

[bookmark: _Toc69262827][bookmark: _Toc1162419112][bookmark: _Toc1522668922]Critical evaluation of the model’s suitability for workplace mentoring
The GROW model can be a useful tool for workplace coaching and mentoring because it encourages reflection and goal setting. By guiding employees through a structured conversation, the model can help individuals understand their current situation and identify practical steps for improvement (Whitmore, 2017)
However, the model may be more suitable for coaching situations that focus on improving specific skills or performance. Mentoring relationships that focus on long-term development may require more flexible discussions that are not always guided by a structured model. (Cox, Bachkirova & Clutterbuck, 2014).
This suggests that while the GROW model can support workplace coaching, mentors may need to adapt their approach depending on the needs of the employee and the situation.
[bookmark: _Toc1581169364][bookmark: _Toc1583977515][bookmark: _Toc1289697943]Conclusion 
The assignment also discussed the use of the GROW model as a structured approach to coaching conversations. The model encourages employees to reflect on their goals, understand their current situation and identify possible solutions. Overall, coaching and mentoring can support both employee development and organisational performance when they are used effectively.
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