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Executive Summary:
In the report first the author would like to introduce his company, Pimento Connection and the company training and development systems, how they planning through their Human Resource Management System and to explore the different objective methods. The first part of this report is an introduction to the online training platforms used by the company through 360 and 540 degree feedbacks, also with Management by Objectives and Individual Pay Related Performance. The following chapter is about the Human Resource Strategy of Pimento Connection, followed by the Personal training system of the line manager, as well as coaching and mentoring. The closing part of this report is the organisational and individual development plans of the company with conclusion and recommendations.
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Introduction:
In my report I would like to introduce how Pimento Connection trains and develops its employees and how they try to create a self-learning environment. I’ll introduce the types of learning vehicles that are available and how they evaluate the process using 360 and 540 degree feedback, critically assessing the training and developing projects through Management by Objectives (MBO) and Individual Pay Related Performance (IPRP). What type of Professional Development Plan (PDP) can help to achieve, the desired employee professional knowledge. How it can contribute to an individual career plan, together with the organisational goals and how the management can align them to strengthen each other continuously.
The author of the report has worked for two years with Pimento Connection Ltd. The company is subcontracted by one of the largest British architecture companies, Foster & Partners, who specialise in architecture and luxury residential apartments. Winston (2014) Pimento Connection Ltd is responsible for concierge service in the luxury residential apartment building in the middle of the Forster & Partners campus in London Battersea.
 
In London, the biggest project of Foster & Partners is the Battersea Power Station, which has been converted into 1300 homes and a 160 room hotel, shops, bars, coffee shops and restaurants. Battersea Power Station (Foster and Partners, 2012)
Pimento Connection have a chance to expand after the competition of this huge project and to get a contract to provide concierge and security service in numerous luxury apartments. 
Therefore the company is focusing its training program in this direction, as many new colleagues have to be trained in the right way to a high standard.
The main aim of all the company training is to provide a seamless high standard customer service and hospitality, better than in any 5 star hotel. The communication and service of the staff also have to be better because the residents meet them every day, not like in a hotel. Therefore continuous training and appraisal of the development is very important. The company use online training methods because of the size of the company, and because of the coronavirus situation. The necessary training is planned and designed using a web based system, provided by an outside company called Citation. Citation’s “Atlas” system includes customer care training (as well as health and safety training) and allows for professional performance assessment to be supervised continuously. The other form of training is to work together with the Head Concierge for several days to get training personally for the relevant parts of the work in practice. In my report I would like to introduce the differences between the two methods and critically evaluate the different points of them. Hopefully my report will help the company to decide, which on is the most effective form of training for different aspects of the work. 

Interactive online training platforms:
Today, network-based machine learning technology is the most promising tool for education. The capacity, coverage, latency, efficiency, flexibility, compatibility, quality of them is a huge advantage over other educational resources. Categorised as supervised and unsupervised learning and reinforcement learning.  (Luo, 2020)
Within the education industry, corporate e-learning is the fastest growing and most promising market. The size of e-leaning market has nearly doubled since 2003. More and more companies from a wide range of activities are choosing this platform. (Clarke, 2013)
There are open training sites, mainly for general education, but special fields are available for realistic costs to provide training and required qualifications in areas such as health and safety, first aid, ladder use, Covid-19 safety training, etc.
The online training platform (Citation Atlas) which the author has used when he started his job with Pimento Connection can be seen below:
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Training Courses (Atlas – The Citation Platform, 2021).

Citation’s Atlas system has an easy to follow structure of the relevant training for concierge work. The objectives for development are written clearly on the first part of the table and the priority of the relevant tasks described as status. The category field shows the necessary activities and required resources for successful completion of each training module. In the next column is the due to date and includes an option to open that field and see if the training has already started or is in progress, the last two columns show who required the relevant training and what type of actions are necessary for the success. 
Based on the 360 degree feedback investigations for online training performance, all answers were positive. The employee development based on the performance appraisal of the management is exceptional. While the organisational assessment and the resident satisfactory feedback are also very good. It is easily visible after each online training module has been taken as well as further available and complementary modules and all trainings have precise post-training evaluation. Further investigation using 540 degree feedback upgrades this method. While containing all the elements of the 360 degree feedback, it adds external appraisers in the form of stakeholders like customers or clients. This extra information helps give a better opportunity to evaluate the elements of the online training platform. Within an extra competitive marketplace, the 540 degree feedback helps to get the customer’s point of view and helps the organisation through online training to achieving high customer satisfaction.
“540 degree feedback can also help in orienting the content of the training modules and training methods so that the employees can achieve higher customer satisfaction leading to greater revenue and help identifying problems which would not have been possible to identify using traditional feedback systems.”   540 Degree Feedback Meaning, Importance & Example (MBA Skool, 2020).

The Professional Development Plan for each employee is easy to follow using the online training platform, it is accessible to the management and the assessments for each module can be registered and followed online. Management by Objectives (MBO) assessment and appraisals follow each training session to identify if further training is required. Individual Pay Related Performance (IPRP) for the training on their own does not exist in Pimento Ltd. Most of the training is at the beginning of the employment for concierges as well as compulsory for the job; later on they can choose and suggest some relevant trainings by MBO methods in case to extend their Professional Development Plan (PDP). Pay related performance incentives, annually at the end of the year used to get the chosen concierges, or all of them.
Below are possible suggestions for online Personal Development Plan what is suggested to follow for each online learner, over on the compulsory company training plan:

1. Set yourself goals.
2. Prioritise those goals.
3. Set yourself deadlines for when you want to achieve them.
4. Recognise threats and opportunities.
5. Develop your skills or increase your knowledge.
6. Use your support network.
7. Measure your progress.							                         Spruce (2020)	

Based on the individual online training goals decision, suggested below, all employees can find courses based on the wide range of online offers. The HR department and the line manager are happy to set up goals together what goals are fits for the company future plans and for the employee individual Personal Development Plan (PDP). As well as self-selected training, there will also be the companies compulsory training or that mandated by the relevant professional organisations and government (for example, health and safety training). The further individual online training have to adjust for the PDP of the employees and for the Human Resource Strategy of the Pimento Connection Ltd. 

Human resource strategy of Pimento Connection Ltd.

The applied human resource strategy describes the strategic goals of Pimento Connection Ltd Human Resources. The objectives, capabilities, processes and standards of the HR form parts of a complex HR model. The purpose is to keep business activity within Pimento Connection flexible and quick to adapt to new HR operating models. HR Model is the best decision tool for identify gaps in the HR Organizational Structure. All employees want to orientate quickly the HR Processes and their questions have to be answered promptly by the owner of the process.	          What is HR Model (HRM Handbook, 2021).	

The chosen and applied HR Theory of the company is a good mix that merges Expectancy Theory with Reinforcement Theory and Goal-Setting Theory. From these three theories, Pimento uses all advance quite well for its purposes.    
From the Expectancy Theory, the importance is to understand an individual’s goals and the relationship between effort and performance, as well as performance and rewards. The rewards should meet the expectations of the employee. The employee will be motivated and put in the effort if they feel the following:
1. The performance appraisal will be good and follows the value of the effort.
2. Excellent appraisal will lead to organizational rewards.
3. Organizational rewards will satisfy personal goals of the employee.

Understanding the individual’s goals are keys to utilising Expectancy Theory, and the relationship between effort – performance –reward– individual goal satisfactions.      Therefore, to motivate workers, managers must strengthen workers' perceptions of their efforts as both possible and worthwhile, clarify expectations of performances, tie rewards to performances, and make sure that rewards are desirable. (Vroom, 1964) 
Pimento Connection uses this theory quite well, at the end of every year assess the employees based on their performances. During the year all concierge can get points as they call them “Kudos” through the online Breathe HR system and all concierges are praised individually by the number of his or her collected Kudos.
Reinforcement theory, based on the law of effect by E.L. Thorndike (Thorndike, 1927) concentrates on the relationship between behaviour and consequences. The following four techniques used by this method to get the desired behaviour of the employees in work:
1. Positive reinforcement- rewards for positive behaviour in case to get them always repeated and do them after a certain time always automatically.
2. Avoidance- To show the consequences for incorrect behaviours.
3. Extinction- Just for not typical or serious problems, ignoring the impacts of the colleague behaviour.
4. Punishment – Final attempt to decrease behavioural problems.
[bookmark: benowitz384xc11-sec2-0007]Pimento Connection uses mostly the first point of this method, utilising positive reinforcement always to the concierge team based of the team or the individual concierge’s behaviour. Avoidance and extinction based on the seriousness of the mistake or the bad work behaviour, punishment is rather exchanged with personal motivational and problem solving after discussion with the HR department.

Goal-setting theory by Edwin Locke (Locke, Latham, 1991) suggests that intentions to work for a goal are the main sources of work motivation. More and more difficult goals need higher and higher levels of performance. If the employees can take part in the goal setting process, then they work much better to realise their goals.
Pimento always takes care during the process of that method, the concierge have to be committed to the goal and he or she have to believe that, he or she is able to do that. The involved tasks should be simple and independent. Established goals are always provided with feedback about the performance.    
[bookmark: _Hlk90970585]
Personal training by line manager, coaching, mentoring.

As was possible to see in the previous chapter, the online leaning platforms are perfect to train staff to a level required by professional bodies and government. But for the company HR Management Theories and for training people to high standard in hospitality, personal training by work practice, coaching and mentoring are more effective. In particular, training in the professional standard of communication and behaviour with customers, and training in how to provide a personalised service, is best carried out through individual face-to-face tuition.

In Pimento Connection this personal training is achieved by the Head Concierge coaching and mentoring. This involves one-to-one coaching between the Head Concierge and the trainee concierge with lots of guidance and feedback. It is easy to evaluate how the new trainee concierge handles their tasks. The right way of communication with the residents and methods for problem solving for different cases are possible to teach and train very well in that way. Motivation and company commitment is possible to gauge through the employees enthusiasm about their role with the Head Concierge. Mentoring can follow the coaching and is easy to realise during working hours as Monday till Friday from 8 am till 4 pm they will work together with the Head Concierge as part of their normal work routine.
Coaching and mentoring contributes quick leaning through close cooperation and gives good guidance to the trainees for the right track. Available facilities can be used the best way by this methods. Learning while doing is the best way to recognise the correct work methods. From the company point doesn’t cost any extra or loose working time.
Naorem, (2021)



Organisational and individual developing plans

“It is one thing for organizational leaders to set organizational goals, but another to convince their employees to pursue them.” (Gagne, 2004, p.89)

To set up achievable organisational goals and development plans for Pimento Connection and to pursue all of the colleagues to handle this goals in harmony with their personal objectives and development plan is the most important task of the management. The company would like to get more contracts and to provide concierge and security service in more luxury apartments, for this development needs very committed concierges with high professional standards.


“….to explore the implications of using a personal development plan (PDP) as a means of focussing on continuous feedback and development to improve individual performance and ultimately organisational performance…..”  (Greenan, 2016, p. 322)



Fresh colleagues need organisational support during their school to work or different professional background to Pimento Connection professional knowledge transition success.
From other organisation, with less or different personal responsibility at the beginning of their career newcomers needs available professional and organisational standard support. The socialisation of them is dominated by cognitive learning perspective. How they learn and adjust them their key for their success in the company. Generally viewed as an organisational practise how values, attitudes, personality and career plans fits with the goals of the company, the results of this process called: “organization-driven” approach.
(Takeuchi, Takeuchi and Jung, 2021)









Conclusion

It is possible to see in the report, Pimento Connection use 2 main training methods, the online platforms for general training and personal training, coaching and mentoring by the head concierge. Both systems have advantages and disadvantages. Pimento Connection tries to use both in a way where only benefits can prevail. 

Training and development plans working on the way to follow the Human Resource strategy management systems of the company. This is a good and very useful mix of the Reinforcement Theory, Expectancy Theory and Goal-Setting Theory.  Pimento Connection also as from the training methods tries to use the relevant and most suitable theories for the different parts of the development plan for its employees. The main goal, in addition to acquiring the necessary professional skills, is to acquire the necessary motivation. Motivation that is attuned to the Personal Development Plan of each concierge with Pimento Connection Organisational Developing Plan.

Recommendations

Based on the investigation for this report and based on his personal experiences the author would recommend to the Pimento Connection to monitor continuously the available online training platforms and align this theoretical knowledge always with supervised service with the head concierge or with senior staff for new employees. The opinion of the residents are formed by the behaviour and professional manner of the concierge team, so have to be spotless. The “Kudos” point system is effective after each positive action to reassure the concierge provided about the positive reassurance. At the end of the year the annual financial reward should be distributed based on the proportion of the collected “Kudos”.
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