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[bookmark: _Toc5824356][bookmark: _Toc5826856]Introduction
The study is based on the analysis on the role mentoring and coaching in an organisation. The coaching and mentoring are considered as an important part of an organisation, which modifies and improves the level of performance of an organisation by training and guiding the employees. Mentoring and coaching serves several other roles within an organisation, which ultimately reflects on the overall improvement of that organisation. Here, the study is performed in the London Eye, which is a cantilevered observation wheel in London, and the task selected for performing this study is the customer service and cash sector. Different approaches of the mentoring and coaching that can be implemented in this organisation are described in this context. Firstly, an analysis was performed on the reason of coaching and mentoring in the workplace along with the differences in between their activities. Later, a model used by this organisation is described and elaborated along with describing the benefits offered by adapting a mentoring process within a workplace. Lastly, another analysis is performed on the effectiveness of a mentor or coach within a workplace, which includes the knowledge, skills, attitude and behavior that a mentor must require while performing in an organisation.      
[bookmark: _Toc5824357][bookmark: _Toc5826857]1. Purpose of coaching and mentoring skills in the workplace 
[bookmark: _Toc5824358][bookmark: _Toc5826858]a. Requirement of coaching and mentoring for making effective cashier
Within the tourist attraction sector for the retail purpose, it is important that employees would be given correct mode and quality of training in order to improve their expertise and make them efficient in dealing with the customers. As outlined by Lancer et al. (2016), training and coaching of employees opens up a wide range of opportunities for the business organisation and that includes establishment of proper relationship with the customers. In addition, training helps employees to solve complicated situations that they might face within their workplace. This ensures that no losses are incurred by the company owing to avoidable mistakes by the employees. Another, advantage of coaching employees is it increases their confidence and enables them to take initiatives of their own. This proves to be beneficial for business organisations and increases their reputation as employer. 
As far as the job of cashier is concerned, coaching and mentoring plays a critical role in improving efficacy of the personnel. Within London Eye, it is important that cashier have basic skills of managing the accounts as well as solve the queries of the customers. Many of the customers might have dispute while billing their products and it is the prompt wit of the cashier that might help in solving such problems. It has been mentioned by Leedham and Parsloe (2016), one of the most important skills that are required by cashier within any business organisation is profound knowledge and efficiency in basic mathematics. In this regard, it is important that cashiers would be given proper mathematics training in order to solve simple calculations at a quicker pace and make them independent of using gadgets.  
According to Kunaka and Moos (2019), training and mentoring helps in improving the product knowledge within cashiers. Besides, the cashiers have to display proper knowledge about the price and specifications of products within the retail sector such as discounts and offers. This will help in answering queries of the customers as well as improve billing efficiency. Cashiers are required to display exemplary interpersonal skills within this sector. In this regard, coaching and mentoring helps in improving communication skills of the cashiers and make them efficient in understanding the requirements of customers. In addition, mentoring makes cashiers efficient in outlining their queries and problems to their managers and properly interprets the instructions provided to them. It is important that cashiers would be given proper mentoring regarding their telephonic etiquettes. Proper coaching will help cashiers to establish qualitative and respectful conversations with customers over telephone and help them in solving their problems regarding product quality and their prices (Passmore et al. 2011). It is evident that aforementioned qualities are of utmost important within London Eye, as proper coaching and mentoring will help personnel to acquire all the qualities that are required by a cashier.
[bookmark: _Toc5824359][bookmark: _Toc5826859]b. Similarities and differences in coaching and mentoring activities
For London Eye, coaching and mentoring forms to be the popular interventions that are undertaken for initiating good capacity building practices. Such techniques provide opportunities for improving skills within the organisations and various issues can be mitigating without any threatening consequences. As mentioned by Joseph (2016), coaching helps in improving awareness about their duties within cashier and sets objectives pertaining to their performance. As far as performance is London Eye is concerned, coaching helps in establishing a continuous professional relationship that will help the company to produce exemplary outcomes regarding careers, relationship with employees and business. 
Similarities in coaching and mentoring activities
Learning Ethics: The main objective of both coaching and mentoring is to implement ethical practices and protocols within working. This is initiated by establishing clear objectives and expectations required within a particular field. As far as the job of retail cashier within London Eye is concerned, it is important that the personal should have the clear idea of the expectations and skills required for the job. In addition, they have to initiate all the financial tasks in an ethical manner in order to maintain a good reputation of the company. It has been outlined by Cook et al. (2015), that coaching and mentoring helps in empowering coaches and mentors for implementing ethical and proper practices within workplace. This is done by holistically approaches based upon intellectual and emotional qualities within the person. Through use of flexible and advanced coaching methods, cashiers develop confidence and trusting relationships within their workplace in their future ventures. 
Experimentation and Cultural Diversity: Coaching and mentoring activities support experimentation and utilization of various ideas and task that are related to the job profile. According to the views of Spence and Hyams-Ssekasi (2015), both coaching and mentoring encourage innovative and novel ideas regarding the industry. In addition, coaching and mentoring helps in risk taking and decision-making abilities of cashiers. Through profound basic knowledge and skills, cashiers become efficient in taking risks and mitigating them for the good of the organisation. Within London Eye, the workforce comprises of employees that come from different background and follow different sets of cultural practices. In this important it is important that employees maintain a unity and coordination amongst themselves in order to create a proper working ambience. In this regard, mentoring and coaching help in resolving cross-cultural issues in a proper manner and a sense of mutual respect is developed within the mindset of cashiers. 
Differences in mentoring and coaching
Coaching and mentoring might seem to be interchangeable terms, but there exists certain intricate differences in their approaches and objectives. According to the views of Jones et al. (2018), coaching helps in creating awareness within a person regarding their goals and skills. It aims in improving a particular set of behavioral performances in order to produce extraordinary results. On the contrary, mentoring refers to an informal association that aims in building a two-sided beneficial relationship in order to achieve long-term career momentum. Coaching focuses only on certain skills and aspects related to a particular job. It requires more structured and formal approach. On the other hand mentoring focuses on holistic and overall development of a person as an individual.
Building interrelations: There lies striking differences amongst the principles and motives of coaching and mentoring. As outlined by Christo-Baker et al. (2017), coaching strives to achieve certain goals within business organisations and in order to achieve them, the utmost priority are laid on defining and clarifying them to the employees. In this context, the main aim of the cashier within London Eye is to properly handle financial transactions and have a sound knowledge regarding product specifications. This can be achieved through professional and personal coaching of mathematical and interpersonal skills coaching that are provided by the organisation. 
On the contrary, mentoring puts more focus on human relations such as balance and harmony in professional lives and creation of self-confidence (Carreau, 2016). Within London Eye, it is important that cashiers develop certain sets of skills and competencies in order to improve trust reactions within their workplace. For instance, they require mentoring in critical thinking skills and decision making in order to develop a feeling of self-perceptions and confidence. In addition, it is through proper mentoring that professional and personal lives of the cashiers within London Eye can be maintained.
Duration of the process: Coaching focuses only on enhancement of certain skills or competencies. Owing to this fact, coaching can be completed within a particular time duration or can last up to a few sessions. Coaching is completed once a particular objective is met and all the criteria are fulfilled by the employees (Hastings and Rasmussen, 2017). On the contrary, mentoring is a long process and substantial amount of time is required for making employees within their workplace. The time for mentoring is utilized for mutual acquaintance with characteristics of the participants (McKevitt and Marshall, 2015). In addition, the mentee is presented with favorable conditions wherein they can freely share their doubts and problems. It is through proper time and interactions with the mentor that professional and personal problems of employees can be solved.
Efficiency and Development: It has been mentioned by Jenson (2016), that objectives of coaching are specific to fulfillment of certain requirements pertaining to a particular job. These objectives can be achieved by enhancement of the existing skills and knowledge within employees or learning new ones. This makes them efficient within the workplace. However, holistic development of the employees does not take place. Within London Eye, it is important that a proper relationship and reputation would be built with the customers. In this regard, it is important that proper mentoring would be provided to cahier that aims at continuous development. It is the recommendations and learning methods implemented by mentors that initiates universal development and helps in future ventures of the person.
Differences in structure of interactions: Within coaching all the information and training protocols are aimed at improving competencies and skills of the audience and objective data. In addition, the audience are rated and assessed on the information provided from time to time. As per the views of Cochrane and Newton (2017), it is not necessary that systematic approach would be implemented within the process of coaching. As far the coaching protocols of cahier in London Eye is concerned, coaching process can either start by mathematical training or communication skills. The tasks and study session are based upon requirements of cashier and accordingly methods are developed for improving competencies. Gray et al. (2016) mentions that a proper structure and systematic approach is important within mentoring protocols. This is because participants are given sufficient time for knowing themselves and their qualities. Within London Eye, sufficient time will enable cashiers to understand the strategic nature of the objectives and seek out for methods for achieving them.
Supervision in coaching and mentoring: Within coaching, supervisors undertake a dominant position and direct the training protocols of the trainee. As seen in London Eye, employees are provided feedbacks and reports regarding their competencies and performances during the coaching sessions. Bachkirova et al. (2015) mentions that information and reviews provided during the coaching sessions help in substantial development of the trainee within the workplace. On the contrary, supervisor assumes the role of guide in mentoring sessions. They do not influence the trainee rather provide recommendations regarding development of a particular trait or characteristics. For instance, the mentor may help in improvement of communication skills of cashier by initiating conversations and linguistic sessions with them. As per the views of Mihiotis and Argirou (2016), such approaches help in enduring interactions between mentors and mentee. Moreover, this has positive impact on working protocols and personality of the cashiers. 
It is evident from the aforementioned discussion that there exist certain points of similarities and differences in mentoring and coaching protocols. As far the organisation of London Eye is concerned, it is important that cashiers would be provided coaching pertaining to financial transaction and maintaining all legal requirements. In addition, coaching will help them to make bills faster and caret to demands of customers. However, it is important that they would be provided proper mentoring regarding self-confidence and self-awareness of their skills and competencies. This will help them in increasing efficiency of their work and lead to job satisfaction. 

Figure 1: Differences in Mentors and Coaches
(Source: Learner)
[bookmark: _Toc5824360][bookmark: _Toc5826860][bookmark: _Toc5737557]2. Defined model of coaching or mentoring 
The mentoring or coaching is the process of uplifting the employee’s motivation for a particular work. The way of implementing the mentoring process among the group of employees can be performed in different ways. Based on these modes of application of coaching or mentoring strategies, several models describe the way a strategy can be implemented in an organisation. According to Burke (2011), the models are a collection of practices, which are used by the mentors or coach in an organisation to empower the employees and to motivate them for a particular task. In case of London Eye, the GROW model is used by the mentors to, for different purposes. The GROW model is described as follows, which encompasses the different stages for application.
As opined by Passmore et al. (2011), the GROW model is the simplest form of coaching and mentoring model, which is applied in an organisation to resolve issues and to fix a goal. The model is extensively used for corporate purposes in mentoring an individual employee. It can be applied at its best for working in different sectors of an organisation, where the goal is fixed for the business. However, Carvin (2011) argued on its effectiveness as it is not properly suited for the sectors with career- conversations or life- coaching approaches. Thus, in other words, it can be stated that it excludes the prospective to explore and eliminates transpersonal approaches in the organisation. As in case of London Eye, the customer services and cashier has a fixed role an action to play, the goal of that past is fixed (Connor et al. 2012). Besides, there is least chance for career-conversation or transpersonal approaches to identify another objective. However, the only goal of the sector is to increase the customer satisfaction and proper managing of cashes. Thus, this GROW model can be applied in this sector appropriately.    
GROW Model   
The GROW model is based on four different stages, which are very much easy and simple to apply, yet provides a powerful framework in application (Joo et al. 2012). The coaching or mentoring process can be best described by this model, where the tasks are divided in four broad categories. These can be as follows: 
	G 
	Goal 
	The goal of the sector has to be fixed, which denotes what the organisation have to perform. Besides, the demand from the customers should also be included as the part of this stage. 
The goal or the target of the respective sector of an organisation should be cleared to their customers too. 

	R 
	Reality
	The next effort should be made to identify the reality of the organisation at present. This step should be performed to evaluate how far the organisation is from their goal. Besides, the issues, challenges and different factors modifying the performances, are to be done at this stage (Burke, 2011).  

	O 
	Options 
	Once the target and the reality of the sector is established, respective mentor should identify the different options, which can be adapted to reach at the goal. However, it is the responsibility of the mentor to identify the best- suited way to reach at the goal with lesser obstacle (Connor et al. 2012). On the other hand, the option should be in such a way so that it can satisfy the demand of the organisation or satisfy the goal.  

	W 
	Will 
	This stage is to convert the option in reality. Thus, by implementing this way, the organisation or the respective sector will be able to take their client towards the optimum target (Carvin, 2011). This is a forward movement, where the sector is approaching towards success. 



Table 1: GROW Model
(Source: Learner)
In the London Eye, and at the customer service and cash sector, the GROW model can be implemented in the following way. The target of the sector is to attain 100% satisfaction from their visitors and attains a record of most visited place of the city. Besides, the annual income from this sector should be increased up to 1.5 times than the present. This is a SMART goal, which is specific, measurable, attainable, relevant and time- bound. To attain this, the mentors should identify the present position of the sector and evaluating how far it is from the target. According to Thompson et al. (2012), it can be stated that most of the employees in this sector is engaged for several years and are able to manage a group of people. However, an additional requirement for that target is that the employees should learn how they could successfully perform the team management. Next is the option, which the organisation can be implemented to upraise the performance level. In that case, the pricing of the tickets and other services should be modified. On the other hand, Law (2013) commented that the customer services should be improved so that the customer satisfaction while visiting the place incase. In addition, as opined by Kim et al. (2013), the promotional activities should be performed regarding their newly implemented policies. Lastly, one can implement the will, where the employees are introduced to perform different customer services by adapting the newly implemented policies. If this works, this can be used for further benefits.        
[bookmark: _Toc5737558][bookmark: _Toc5824361][bookmark: _Toc5826861]a. Benefits for developing individuals’ workplace effectiveness
According to de Janasz et al. (2013), a mentor or a coach plays the most important role in an organisation, by motivating the employees for performing high-skilled tasks. The mentor shares the knowledge and skills among the group of employees so that they can perform their task in an improved way. In addition, this mentoring or coaching has an additional benefit to guide an employee for his career path, and fixing the target. Moreover, this can motivate an employee and provide emotional support to him, which provides a guideline for him. On the other hand, Ellinger et al. (2014) commented that the mentoring is a way, which provides a two-way benefit to the organisation, which both the mentor and the mentee is benefitted. The quality of work can be elevated by implementing this in the organisation, which is reflected on their increased productivity. Besides, it shores up the employee retention and develops a healthy working environment in the organisation. 
The benefits offered by implementing mentoring in an organisation to develop the effectiveness of the employees within the workplace are as follows:
Offering a better career-guidance for the employee
According to Beattie et al. (2014), the major benefit offered by the implementation of mentoring in an organisation is to provide a proper guidance for the employee for their career. This is the most valuable benefit that a mentee got from the mentor, which is often considered innumerable. A trusted mentor often provides a guideline to the mentee, which directs him what path to select (Burke et al. 2011). Moreover, this provides an additional support to the mentee, as he can evaluate the exact position of him in the present scenario and can track how far he is left behind from the success. As commented by Maltbia et al. (2014), this is the most valuable for an employee to achieve success and making advancement in their career. On the other hand, the mentor can teach the responsibilities to the individual, which is specific for him to perform a task in the organisation. It can help them in identifying the policies of the organisation and business methodologies in order to select the correct path in job.      
Development of a multi-generational company culture
As opined by Masalimova et al. (2015), the mentoring is the best way to develop a company culture within an organisation. However, it is not only offered by a good mentor, but the mentee is also responsible for this task. A combined work of the mentor and mentee together develop the positive company culture for the organisation. Hope (2016) commented that it includes the best qualities and the working proficiency of the employees irrespective of their ages. According to Ibarra (2017), this is done by combination of different strategies and working culture adapted by the employee of different ages. The aged employees may come early at the office to complete their task within the deadline. Besides, the younger one shows the enormous enthusiasm and passion towards their job, which set another great example of working culture. Thus, together their different working proficiency brings the ultimate success for the organisation and creates multi-generational positive company culture.   
Generating an expansive network
As opined by Mugisha (2018), another additional benefits offered by the mentors within an organisation is that they develop an extensive communicating network among the employees. This can be achieved by connecting the different employees performing different tasks and coordinating among their different operating disciplines. Burke et al. (2011) mentioned that the mentors are often connecting different mentee with different proficiency to develop a professional network. However, it is often remain uncovered by the organisation as well as the mentor, to maintain the proficiency of task. Moreover, the opening of different opportunities to the mentee, such as calling of corporate training, conferences, motivational speeches often helps to empower the employees and all of this would forwarding the organisation towards the ultimate success.       
Decreasing the stress and anxiety   
As stated by Carvin (2011), the mentor helps the mentee to manage their work in such a way, so that the work is completed with least effort and stress. Thus, in other words, it can be stated that the mentor directs the task in such a way so that it can be performed with a reduced work stress. This is also helpful in reducing the stress and anxiety of an employee, which ultimately makes an impact on their working performance. Often, it has been proven to be effective in reducing the errors, which are often caused because of the working stress fallen up on the employees.  
[bookmark: _Toc5824362][bookmark: _Toc5826862]3. Attributes required by coaches and mentors within workplace 
[bookmark: _Toc5824363][bookmark: _Toc5826863]a. Knowledge required by Mentor 
In order to be a successful mentor, it is important that a person possess main attributes of knowledge and compassion. As outlined by White et al. (2017), a proper mentor should feel that the success of their mentee is invested upon them, which takes the utmost responsibility in ensuring their success. As far as the job profile of cashier is involved, it is important that mentor possesses updated and qualitative knowledge regarding basics of accountancy. They should be well efficient in teaching basic mathematical principles to their students and other academic requirements of financial field. In addition, they should have profound knowledge for improving the communication skills of their mentee (Carvin, 2011). This will help them in communicating their problems and feel free to communicate their problems with managers in workplace.
Furthermore, the mentors and coaching supervisors should have the proper knowledge to assess the weak points of their student. This will enable them to develop a course or method for overcoming the barriers and improve their competencies. As outlined by Salter and Gannon (2015), mentors should be well efficient regarding application of pedagogical methods within their teaching patterns and implement all the basic attributes required for being a cashier in London Eye. For being a mentor within London Eye, all the laws and legislations pertaining to sales and financial reforms have to be well explained to the cashiers. In addition, they have to be provided training regarding product specifications and various discount offer. This will reduce time required for billing as well as chances of errors.
[bookmark: _Toc5824364][bookmark: _Toc5826864]b. Skills required by Mentor and coaches
Various skills need to be displayed by mentors and coaches in order to improve productivity of cahiers within their workplace. Some of them are outlined as following:
Active Listening: Primarily, it is important that mentors and coaches actively listen to the problems and disputes that are faced by the cashiers within their workplace. As outlined by Mekraz and Gundala (2016), active listening makes cashier wanted and important within organisations and helps in building meaningful relationships with their upper hierarchy managers. In addition, it helps in identification of improvement areas within skills of cashiers that can be mitigated by coaching and mentoring sessions. However, it is important that while listening mentors have to refrain from interrupting and provide encouraging responses. 
Building Trust: Within the London Eye, it is important that mentors spend sufficient time with their mentees in order to identify their problems and guide them for improving their expertise. It is important that all the problems shared by the mentees are kept confidential in order to prevent judgmental remarks and discrimination. As outlined by Hollywood et al. (2016), mentors and coaches should tactfully tell their students in case they disagree with their views and ideas. The use of harsh language has to be refrained in order to prevent them from being demoralized and stop development of mentees. 
Identification of goals and current reality: An effective mentor has to possess set of personal vision, specific goals and proper idea of the present reality and situation. Within London Eye, it is important that mission and vision of the company should be outlined such as improving the number of customers and catering to their ever-changing demands. As far the role of cashier is concerned, it is important that mentors should outline their aims and objectives such as minimizing errors in billings. In addition, the mentors should skillfully outline the most values performances that are expected from the cashiers in order to motivate them for utilizing their talents. They have to assess their current skills and seek out ways to improve them. As mentioned by Nickson et al. (2017), a mentor has to outline tentative goals for their mentees and help them in fulfilling their goals. In this regard, the mentors and coaches of London Eye have to set properly structured coaching programs for improving billing skills and communication talents of their cashiers in order to improve productivity of their staffs. 
[bookmark: _Toc5824365][bookmark: _Toc5826865]c. Attitude and behavior of mentors and coaches for effective training and guidance
Mentors and coaches play the important role of trusted advisors. They have to behave in such a manner that mentees feel free to share their problems and trust their mentors regarding improvement of their talents within the workplace. It has been mentioned by Im et al. (2015), that mentors should display a positive and supportive attitude to their mentees. This will help in building up confidence within the employees and motivate them to apply changes for improving their talents. In addition, mentors should display exemplary verbal and non-verbal communication skills. They should communicate with their mentees in language they are comfortable and make proper contact in order to show their attentiveness.
One of the important attribute that has to be displayed by mentor is that of commitment. In this regard, mentors and coaches in London Eye should ask their cashiers regarding their expectations and the problems they face within their workplace. In addition, they should initiate conversations regarding their views on continuous improvement. Subsequently, they should go ahead and make plans in order to impart details of the plan in an expedient way. 
Within the current business scenario, it is important that mentors and coaches behave in a professional way and refrain from interfering into personal lives of their employees. As outlined by Cochrane and Newton (2017), mentors have to be fair within their approach and refrain from having any hidden agenda and motives during the whole training process. The mentors within London Eye have to display compassion and genuineness within their approach to the cashiers. They have to show optimism regarding their development and assure them of their success. Moreover, coaches have to explain about the changing norms and regulations within the industry. Coaches and mentors have to behave in such a manner that they display positive model behavior. Moreover, they should offer realistic and qualitative guidance and advice regarding fulfillment of a specific goal.
As outlined by McKevitt and Marshall (2015), sharing of professional experiences and real life examples by coaches and mentors can also prove to be a source of motivation for the employees. It helps them in keeping self-confidence within their workplace and utilizes their talents to the fullest. Within London Eye, the mentors and coaches of cashier have to behave in such a manner that they help them to navigate through trials and tribulations within the initial phases of their careers. It is only through proper training and coaching that cashiers will be able to perform all billing activities in an efficient manner, communicate with customers regarding product specifications and proficiently solve problems within workplace.
[bookmark: _Toc5737564][bookmark: _Toc5824366][bookmark: _Toc5826866]Conclusion
The above study is an analysis, which was done on the role of mentoring and coaching in the customer services and cash sections in London Eye. It evaluates the purpose of coaching and mentoring identifying its differences and similarities in their actions. The outlining of mentorship and coaching will help in improving the training protocols of cashiers within London Eye. Next effort is made on identifying of the model, used by the organisation and evaluating its effectiveness in action. Here the GROW model is analyzed and evaluated how it is incorporated in this sector. Along with this, the benefits of the model are analyzed within an organisation. A critical analysis of the skills and acknowledged regarding mentors within London Eye are evaluated. Lastly, an evaluation is made to identify the factors, which should be implemented within a mentor to become effective within an organisation. 
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Mentors 


Improvement of inter personal skills 


Time consuming process


Coaches


Focusses on a set of objectives


Less time required


Properly structured according to needs of person
Proper structure not required
Ensures continous development in career of mentee
Coaching confined to mission and objectives of specific company
