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[bookmark: _Toc134388406]Introduction 

In this report the student will define coaching and mentoring in the workplace and critically assess the similarities and difference between them and identify what knowledge, skills, attitudes, and behaviours are needed by an effective workplace coach. This report will compare different models and processes and try to understand and evidence what is needed to ensure the coaching process within the workplace is implemented. 

[bookmark: _Toc134388407]1.0 Explain the similarities and differences of coaching and mentoring within an organisational context.
[bookmark: _Toc456901517]
1.1. [bookmark: _Toc134388408]Coaching. 

One definition of coaching by Cook (2009) is ‘Coaching is forward-looking and goal oriented. The purpose of coaching is to help individuals define desired outcomes for themselves, to create awareness of the options open to them in achieving their desired outcomes and to help them take responsibility for developing appropriate strategies and actions to achieve them’. She also reports that ‘Coaching is about helping people to learn, rather than teaching them’. Fielden et al. (2009) defines coaching as ‘the provision of support and guidance for people to use their existing knowledge and skills more effectively and is concerned with the immediate improvement of performance and development of skills.’ Workplace coaching is a professional helping relationship, focused on the goals of the coachee. (Passmore & Lai, 2019). 
Coaching can help overcome problems and provide training and encouragement to coachees. This helps coachees to focus on personal skills like planning and setting goals for themselves and work on personal skills like communication and overcoming conflict. Coaching can help provide a structure and gives time for reflection so the coachee can gain awareness, which in turn results in continuous improvement. Stokes et al. (2021) states that ‘traditionally, coaching has been associated with a shorter-term performance focus, with the coach portrayed as a process rather than a content knowledge−based expert.’ Coaching in the workplace is one of the most rapidly growing forms of staff development (CIPD, 2006) however, its effectiveness as a development tool and the return on investment for coaching spend is still largely unclear and often questioned. (Training Zone, 2008). 

1.2. [bookmark: _Toc134388409]Mentoring. 

EMCC Global (2023) defines mentoring as a learning relationship, involving the sharing of skills, knowledge, and expertise between a mentor and mentee through developmental conversations, experience sharing, and role modelling. The relationship may cover a wide variety of contexts and is an inclusive two-way partnership for mutual learning that values differences. Mullen & Klimaitis. (2021) reported that mentoring is relational and developmental, has career (instrumental) and psychosocial (relational) functions, and includes phases and transitions.	Passmore et. Al (2017) describes it as a long-term relationship that meets a development need, offered by a senior or more experienced individual to a junior or less experienced individual where the less experienced individual receives guidance, advice, and support to help their development.
A mentor can share their own experiences and tacit knowledge of the organisation, being aware that their words are constructive and non-judgmental so that the process is positive for the mentee and helpful to their development. Stokes et al (2021) report that mentoring has a longer-term holistic focus, where the mentor has direct experience and knowledge in the setting that the mentee is operating in. Mentoring encourages and supports individuals to maximise their potential and develop their skills and improve their performance. Gordon (1993) emphasises that individuals who experience extensive mentoring obtain more promotions, higher levels of remuneration and express higher levels of job satisfaction. 
The student has found that there are many conflicting arguments with regards to definitions of coaching and mentoring. Stokes et al. (2021) argue that using rigid definitions of what is mentoring and what is coaching is not helpful to practitioners who are seeking to identify practical solutions to organisational issues. 

1.3. [bookmark: _Toc134388410]Similarities between coaching and mentoring.

There are many similarities between coaching and mentoring. Both can aid in supporting a person’s development in an organisation. The relationship between the coach and coachee and the mentor and mentee work best when they have good rapport with each other. They are both based on one-to-one relationships. Stokes et all (2021) found evidence of formal relationships that are time bound, in both mentoring and coaching discourses however, typically the mentor’s relationship with the mentee has a longer life span than the coach and coachee. Both can be linked in with learning and development programmes and often both involve contracts/personal agreements with each other. Garvey et al (2010) reports that despite the original roots of coaching and mentoring being different, they draw on a range of the same narratives which are similar in nature. Being a good listener, creating goals to improve performance and evaluating outcomes.  Stokes et al (2021) suggest that mentoring and coaching are both deeply rooted in practice and cannot easily be disentangled from each other. 


1.4. [bookmark: _Toc134388411]Differences between coaching and mentoring. 

EMCC Global (2023) believes that coaching takes the form of a non-directive intervention, while mentoring allows for directive advice giving but they also recognise that others argue that coaching and mentoring ought to be non-directive (and are based on coaching skills) but that a difference arises in the level of relevant knowledge and willingness to contextualise and share this expertise. Cavanagh (2006) argues that even though some discourage coaches to give advice, others regard the coach as a guide. Clutterbuck, D. (2008) describes coaching in most applications, addresses performance in some aspect of an individual's work or life; while mentoring is more often associated with much broader, holistic development and with career progress. 
Stokes et al (2021) argue that it is more likely for a performance-oriented relationship to be labelled as “coaching,” but more likely for a growth/learning orientation relationship to be labelled as “mentoring.” They also report that paid relationships, involving the purchase of a distinctive skill set are more typical of coaching relationships. Organisations often require new knowledge and expertise to meet urgent organisational needs. This is characterised as high time pressure while mentoring relationships are often more informal and reciprocal in nature and often do not involve formal payment and contracting. This can be characterised by a longer-term focus, where immediate time boundaries are more loosely set. As a result, the time pressure is much lower.  
Zust (2018) describes coaching as a focus on developing a coachees performance, enabling the coachee to become more self-aware and help them to create new ideas on how they can progress. The author describes mentoring as a focus on improving a mentees development, knowledge, and skills to enhance their performance in the workplace. The student summarises that if organisations use both coaching and mentoring in the workplace it would result in the upskill of staff, provide them with support that’s targeted in different areas, support learning and development in different ways and help staff unlock their real potential.

[bookmark: _Toc134388412]2.0 Critically explore the knowledge, skills, attitudes, and behaviours needed by an effective workplace coach.

2.1 [bookmark: _Toc134388413]Knowledge, skills, and behaviours of a workplace coach.

Blackman et al. (2015) summarise that there is no definitive evidence about what marks out a ‘good’ coach from a ‘poor’ one, or indeed what makes a coach ‘effective’ rather than ‘ineffective’. Nevertheless, academic studies over the last 20 years suggest that all coaches in one-on-one coaching should maintain confidentiality and be honest, have experience with coaching, have a similar personality or similar values to the coachee, display empathy and acceptance of coachee, be organised and communicate clearly and display self-confidence.
Coaching is a tool that can encourage self-discovery. Trust and rapport must be built between the coach and coachee. This is the foundation of effective coaching. Strong rapport in coaching relationships is critical to achieve coaching effectiveness (Gyllensten & Palmer. 2007) and will enhance coachee satisfaction with the coach and the coaching engagement (Boyce et al. 2010). Thompson et al. (2008) reported that 65% of ineffective coaching engagements were caused by poor coach-coachee relationships. This shows there is a need to better understand coaching relationships. Trust and rapport create a safe and supportive environment for the coachee. If there is no trust and rapport between the coach and coachee, there will be a breakdown in the relationship, and they will not achieve the desired outcomes. 
To build on this relationship, the coach should be sincere and honest and demonstrate a genuine concern for the coachee. Be respectful, trustworthy, and supportive. The coach should establish a way of working or a contract with the coachee. They should also offer encouragement and build the coachees confidence so that they can encourage taking steps outside their comfort zone and lead them to stretch their thinking so that they can develop personally and professionally. Boyce et al. (2010) suggests that rapport refers to mutual understanding, liking and agreement between the coach and coachee that tend to reduce the differences between them and allow them to recognize, appreciate and respect each other. When the coachee feels that the coach demonstrates genuine respect and concern for them, they are more likely to be comfortable in discussing their performance. Gan & Chong (2015) hypothesise that rapport and trust will positively affect executive coaching effectiveness.
Communication is another important tool in coaching effectively which involves active listening, questioning, observation and feedback skills. A coach must listen actively, which means focusing only on what the coachee is saying to understand the context. A skilled coach can recognise what is not being said as well as what is being said and able to read body language and possess paralinguistic listening techniques aswell. Coaches should make careful use of paralanguage and sounds during coaching. Paralinguistic techniques and visual non-verbal techniques can provide signs, so that the coachee understands that they are listening, understanding, and interested.  
Goleman (2020) suggests emotional intelligence as the ability to recognise, understand and manage emotions so they can be expressed appropriately and effectively. According to Goleman, Emotional Intelligence is the predictor of success in our relationships both in the workplace and in our private life. This is also true for coaching! If the coach and coachee both possess a high level of self-awareness and self-regulation it allows communication to flow. It enables the process and be successful. However, coaches and coachees with low emotional intelligence can have the opposite effect and cause the process to breakdown. 
To acquire and reveal necessary and important information, communication is fundamental; the conversation is therefore at the heart of the coaching process. (Hargrove. 2003). Effective communication is a two-way process, which includes sending as well as receiving. The coach should first communicate in a way the coachee can understand and then the coach must listen to the coachee to understand how their message has been received. Coaches must make sure their inner dialogue doesn’t stop them from being present with the coachee as this can have a negative impact on both the coach and the coachee. Inner dialogue can undermine a coach’s confidence and be a distraction from listening. It can also be restrictive and create a barrier for growth for the coachee. Actively listening requires coaches and coachees to turn off their inner voice and truly focus on what each other are saying. This will result in both parties being on the same page with minimal interference. Whitworth et al. (2007) talk about three levels of listening and how active listening encourages the coach to raise their own awareness and raise awareness of the coachees situation and what options are available for their future action. Active listening will help the coachee achieve their goals.
Effective questioning is also a key skill to coaching. Questioning raises the coachees awareness of current situations. It can result in generating responsibility for the actions of the coachee and can help them move forward. Questioning creates options, clarity, and an opportunity to learn. If the coachee can identify major strengths and options for development, it can facilitate learning and results and will help the coachee take responsibility for new actions and behaviours that move them to their desired goals. Whitworth et al. (2007) talk about how the coach can reflect on the coachees feelings by asking questions like ‘It sounds as though’ or ‘It seems that’ and ‘You said you don’t have contact with that person, why do you think this is important?’ which encourages the coachee to explore their own possibilities. A coach will draw information out of the coachee so that they can then reflect and help them move forward. 
Skilful questioning and active listening are at the foundation of coaching. ‘When coachees feel that they are truly listened to, it is a powerful experience which encourages personal introspection and reflection. They feel more confident, learn more about themselves and are more receptive to change’. Cook (2009).
The Institute of employment studies (2016) (Appendix D) held discussions with eight groups which included 146 coaches and HR professionals from 10 countries. The skills mentioned above were high on the list, but they also identified being ‘objective’, ‘knowledgeable’ and ‘personable’ as important characteristics of a coach, whilst being ‘confident’ and ‘organised’ were, perhaps, seen as less important by the coaches in their study compared to those in previous literature.


2.2 [bookmark: _Toc134388414]Development. 

Organisations can use coaching to improve the performance, skillset, and attitudes of individual employees and teams. Building a coaching program will help employees develop over time, which in turn improves the performance and culture of the organisation. Businesses can use the expertise of organisations like the EMCC to develop standards and incorporate changes that reflect the innovations in the application and method of coaching and mentoring. They use diverse approaches that arise from different cultures and contexts. 
Ibarra & Scoular (2019) describe four different coaching styles. Directive coaching which is similar in nature to mentoring. This is based on an autocratic relationship. Laissez-faire coaching which is where employees are left to do their work. This style is appropriate with a highly effective employee. Non-directive coaching, which is where the coach draws wisdom, insight, and creativity out through listening, questioning, and withholding judgment. The fourth coaching style is situational coaching involves balancing directive and non-directive coaching. The authors recommend that managers first practice non-directive coaching and then alternate between leadership coaching styles depending on the context. The student believes a non-directive approach to coaching will achieve the best results as it allows the coachees confidence to grow, it also allows them to get to the root which in turn can develop change. It enables the coachee to create actions which align with their own values and preferences. The student believes having an autocratic approach to coaching i.e., leading the conversation, giving suggestions, and giving the coachee the solutions can lead the coachee to feel like the coach knows best and that their feelings are not valid which could result in a loss of trust and a breakdown of relationship. 
Thach (2002) conducted a study which measured leader effectiveness which found that those who received six months of coaching increased their effectiveness by 55% when rated by their peers in a 360-degree feedback survey. This proves coaching can positively contribute to an organisation’s coaching culture, which in turn can have positive affects on the entire organisation.
Coaches can gain access to self-assessment tools to identify what their strengths are regarding skills of coaching. This will help to identify which areas of development are required and make the coach challenge themselves about their beliefs and attitudes they may possess. As an example, if the coach believes the coachee is not capable of learning or developing themselves, it is unlikely it will result in a positive outcome. Beliefs can affect the attitude we take to coaching and the approach and the behaviours we display towards the coachee. This is why it is good for the coach to challenge themselves about the beliefs they hold. The student feels it is imperative to use a co-operative and empowering coaching style as they feel it brings the most reward when it comes to coaching. 
CIPD (2010) completed a learning & talent development survey, and it was concluded that coaching took place in 82% of organisations and bigger companies are most likely to engage in executive coaching. The Institute of Leadership and Management (2023) surveyed organisations in the UK and found that 80% of those organisations surveyed had or were using coaching. Another 9% were planning too. They also report that only just over half of organisations make coaching available to all their staff. Whereas 85% of organisations said that coaching was aimed at managers, directors, and middle management. From this we can see that coaching is becoming more popular than ever although it also shows that many organisations don’t think it’s important for employees at lower levels to take part in coaching. It would be good to understand why this is! 

2.3 [bookmark: _Toc134388415]Coaching environment.

Building the right coaching environment and culture is paramount for the coaching process to work. This involves focusing on shifting unwritten rules, behaviours, values, and practices and replacing with coaching mindsets and practices into the organisation. This will result in coaching becoming part of the company’s identity.  When the organisation has a coaching culture throughout it equips their employees to be able to communicate and interact better and in turn helps with how employees interact with customers. A coaching culture creates a place where employees feel able to freely speak openly and be able to support and challenge thinking. 
Nancy Klein (1999) describes how creating a ‘thinking environment’, by giving an individual attention by actively listening and asking the right questions, will enable them to think more autonomously creating their own ideas to enhance their own learning and development. Creating this thinking environment would enable the coachee to feel listened too and safe to be able to open up. 
Coaches can also use the ICF (2020) Code of Ethics which consists of core values, ethical principles, and ethical standards of behaviour for all ICF Professionals which can help protect the coach and the coachee. A coach that has ethical practice has clarity on what it means and can demonstrate it when dealing with the coachee. It also means that the coachees should be protected from malpractice or dishonesty. This code of ethics ensures the coach will always act in their best interest, with respect and confidentially. This can help build good trust with the coach they are working with. On the other hand, it can protect the coach as it can reduce the risk of any misunderstanding around responsibility. It helps guide the coach when they face ethical dilemma and emphasises the importance of professional development. The ICF gives the coach access to support and resources so that their skills are always up to date and current.


2.4 [bookmark: _Toc134388416]Supervision.

Clutterbuck et al. (2016) defines coaching supervision as a collaborative process facilitating coaches (and coach supervisors) to grow their reflective practice with a view to continuous improvement and professional development, client safety and the strengthening of professional identity. The process considers the entire system surrounding the supervisor and their clients work and seeks to bring value to all those stakeholders connected to that work. Supervision can be face-to-face or virtual and can include some of the following: reflection around the coach’s internal thought process and assumptions, exploring ethical issues, deepening self-awareness, and brainstorming solutions to complex situations. 
Bachkirova et al. (2005) describes coaching supervision as a formal process of professional support, which ensures continuing development of the coach and the effectiveness of his/her coaching practice through interactive reflection interpretative evaluation, and the sharing of expertise. Supervision can be used as a tool for self-reflection as shown in a report by the EMCC (2017). Like coaching, supervision also involves a contract and often uses a model to provide focus and structure to the discussions. Ashley-Timms (2022) believes organisations need to be aware of the consequences of failing to provide adequate supervision for internal coaches, as there is a risk they may be causing more harm than good. She suggests supervision will be key to the future success of coaching inside the organisation. 

[bookmark: _Toc134388417]3.0 Critically assess a model or process that should be followed when formally coaching. 

[bookmark: _Toc134388418]3.1 ACHIEVE Model. 

The ACHIEVE coaching model (Dembkowski. 2006) (Appendix A) is a seven-step process built from the GROW coaching and development performance management model. The extra three steps help to close the gap between coachee participation and collaboration in goal setting. 
ACHIEVE is an acronym of 7 steps:
· Assess the situation
· Creative brainstorm alternatives to current situation
· Hone goals
· Initiate options
· Evaluation options
· Valid action plan design
· Encourage momentum
It is designed to create a more flexible coaching approach. This model uses a more collaborative and conversational process. It helps the coachee to better understand their situation. It’s about challenging the coachee to go deeper and uncover motivations and emotions around the problem. A main benefit of the ACHIEVE model over the GROW model is the extra stage that focuses on encouraging momentum.

[bookmark: _Toc134388419]	3.2 GROW Model 

GROW (Graham. 2010) (Appendix B) is an acronym of four steps: 
· Goal
· Reality
· Options/obstacles 
· Way forward/will. 
The first step will help identify and establish the goal making sure the goal is specific, measurable, attainable, realistic, and time-bound (SMART Goal) (Mayer. 2003). Secondly, is where the coachee is now and what their reality is. The third step is recognising the coachees options or obstacles and the fourth step is how the coachee can move forward, achieving the best outcome. It is based on the principle, developed by Gallwey, of ‘teaching people how to learn’. It uses open questions to help the coachee raise their own awareness of the current state and future options. Cook. (2009). Whitmore (2009) suggests the GROW model provides processes designed to increase the likelihood of change. 
Performance Consultants (2023) report that GROW coaching skills unlock potential and increase performance by increasing self-confidence and motivation. Careful, structured, and effective questioning creates awareness and a greater responsibility. This can lead to creating practical steps to accomplish goals and overcome obstacles. They also report that the GROW Model has been seen to yield higher productivity, improved communication, better interpersonal relationships, and a better-quality working environment. Panchal & Riddell (2020) suggest the Grow model as the default, go to model for most coaches in supporting coachees to bring about behavioural (and cognitive) change. This model allows flexibility for the coach to take the coachee through a process of stages.  Passmore (2007) also suggests that the model can also be used by coaches that don’t hold any psychological training or qualifications as it is a non-psychological model. This would be good for internal coaches within organisations. Coaches can adopt an inquisitive style, using open questioning to assist the coachee achieve their goals and improve performance. The Grow model can also help to structure a coaching session. 
Panchal & Riddell (2020) report that despite the use of such models, changing behaviour can still be difficult. Important aspects of behavioural change are not captured by the GROW model. They also conclude that it is important to recognise that the GROW model can only affect behaviour that can be brought to conscious awareness. Many behaviours are unconscious and therefore, much more resistant to change. 

[bookmark: _Toc134388420]	3.3 Evaluation. 

Coaches could use the Kolb (1984) learning cycle to evaluate the coaching process and evaluate the learning outcomes for the coachee. Evaluation is a crucial step in coaching so that the coach and coachee can measure the impact of the coaching at certain points of the process. Evaluation helps the coach to know if the coachee is on track and to see what has worked well and what hasn’t. Another evaluation tool is the performance management cycle which is a model that allows management and employees to better achieve organisational goals through a structured process of employee development.
Evaluation is a way to measure the estimated changes and impact of your coaching over time. Evaluation is vital to define if your coaching is on track to meet the client's preferred outcome, to comprehend “what works” and to find if the coaching is meeting the predictable changes and impacts. However, the Institute for Employment Studies (2006) found that many coaching programmes are either evaluated superficially (if at all) or only at the reaction level of the coachees. They also report that from their literature and study they suggest that for coaching to sustain credibility levels of evaluation need to increase. 
Organisations could use their own results, surveys, questionnaires, control groups and evaluation frameworks. MetrixGlobal LLC (2007) carried out a survey on the results of coaching which showed teams are more engaged and bring more enthusiasm to their roles. It increased ability to influence and solve problems and increased focus on priorities and aligning people to these priorities. Liljenstrand and Pardieu (2002) carried out research which showed that in terms of client feedback, most participants indicated that they receive effectiveness feedback from the coaching client and that they never use ROI to evaluate their effectiveness. Thus, it appears that “effectiveness” evaluations are mainly subjective in nature, and not necessarily empirically valid measures of the coach’s actual effectiveness.
McGovern et al. (2001) used Kirkpatrick’s model of evaluation (1983) (Appendix C) to assess the impact of coaching on reactions, behavioural change, organisational outcomes and return on investment. This is a systematic approach based on a model of evaluation. This study provided some limited evidence that executive coaching is effective in increasing performance and it showed that the key-factor to the effectiveness was the quality of the relationship between the coach and the executive. This highlights how important it is for the coach and coachee to have a good rapport and a trusting relationship for this process to be effective. 
[bookmark: _Toc134388421]	3.4 Implementing coaching into the workplace.

Workplace coaching is increasingly popular as a global learning and development tool for enhancing employees’ professional capabilities. Bozer & Delegach (2019). A good place to start is by gathering data so that you can get the relevant approval from senior management. This is helpful as you can present the reasons as to why coaching would be a positive move. This information could include data from existing performance, survey results, focus group results and feedback from 360-degree appraisals. This information will establish the appetite within the organisation for coaching and generate real enthusiasm. Compiling information from customer satisfaction feedback is another way of showing how the business would benefit from coaching as this would clearly show what is working well and what areas can be improved upon. 
You can have internal coaches and external coaches although internal coaches may bring issues of confidentiality. External coaches will also bring a cost to the business so these options would need to be considered. According to McComb (2013) internal coaching has become more essential to provide employees coaching in an organisation without the expense of bringing in external coaches if the budget for development and training is under scrutiny. Although internal coaching isn’t without its issues. As an example, within the student’s workplace they have internal coaches, and this has had its issues. When the coach and coachee were matched there were instant trust issues as the coach was a line manager who had previously dealt with the coachee. Due to this history, they did not gain the rapport needed and so the coaching process failed. This may have worked better by bringing in an external coach who had no previous dealings with the coachee or maybe in the process of matching an internal coach it would be someone that is not known to them. Many researchers suggest that a high-quality coaching relationship may lead to effective and successful outcomes (Baron and Morin, 2009 and De Haan et al, 2013). However, coachees’ views on compatibility are under-researched. One counter view is that compatibility may not be important. As one research team (Boyce et al, 2010) explain: ‘Coaching is better when temperaments differ… Coaching may be more successful when the coaching comes from a different perspective, by challenging the coachee more.’
Champion et al (2021) suggests internal coaches are not always used to holding defined boundaries in line with their coaching work. From a confidentiality perspective, internal coaches are prone to have access to, or request information on their coachee from HR or line managers within the organisation. Another thing the organisation should consider really building on the understanding of what exactly coaching is and what results it will yield. This will help to breakdown any preconceived ideas of what coaching is and will encourage questioning and clarification. 
The organisation will also need to know how many employees may be interested in becoming a coach as this will decide how they embed the process into the organisation as if you don’t have many internal employees interested then they will have to look at external coaches instead. Internal coaches will also need to be trained. The organisation could maybe look at putting them through professional qualifications. Would this cost be more than outsourcing? Abington. (2013) reports that an expert internal coach program, accredited at level 5 by the Institute of Leadership and Management (ILM), was delivered to managers at Croydon Health Services NHS Trust. The program was designed to give participants a solid foundation in core coaching skills, to increase their knowledge and confidence so that they can create an internal team of coaches in the organization - one that can provide a confident, credible, ethical, and professional service to support improved performance, change and leadership development. The results from this report showed that ‘there is every sign that the program has made a significant impact at individual level and that the building blocks are in place to move towards provision of a more formalized internal-coaching service at Croydon’. This is evidence coaching can be implemented with good positive results to show. 
The organisation would also need to understand who would be eligible for coaching and maybe having an application process. The organisation would also need to consider if this coaching is face-to-face, Teams’ meetings or over the phone and how long would the sessions need to be. Financial costs would also need to be considered. Coaches will also need to be supervised so that the coach can discuss the sessions and how they feel they are working. These would need to be confidential. 
The organisation will be looking for immediate change in behaviours which can put a lot of pressure to both the coach and the coachee. This is why its important to have an evaluation measure in place so that this can be fed back to the organisation. They will want to know they are getting a return on investment. Linking coaching with clear measures, like appraisals can be used to assist the process. These measures should be set out at the start and it maybe worth linking in with the HR department for guidance. The end goal is to create a coaching culture within the organisation. 
The student believes that it would be beneficial for someone that is looking to become a coach to have been coached and gone through the process themselves beforehand so that they really understand the benefits of coaching. This will link in with emotional intelligence as the coach will have a deeper understanding and see the benefits coaching has made to them. 
International Journal of Evidence Based Coaching and Mentoring (2018) report that Fortune magazine (2006) undertook a survey regarding the benefits to companies that encouraged coaching. Its research found that coaching resulted in increases in productivity (reported by 53% of respondents) · quality (48%) · organisational strength (48%) · customer service (39%). Respondents also reported benefits in the following areas: · reducing customer complaints (34%) · retaining executives who received coaching (32%) · cost reductions (23%) · bottom-line profitability (22%). This is evidence that coaching in the workplace can really be beneficial to the organisation and their employees. 

[bookmark: _Toc134388422]Conclusion. 

From this research it would suggest that coaching and mentoring in the workplace has a positive impact on employees and the organisation. It provides the tools that employees can take away and use to increase knowledge and strengthen and improve skills. Organisations can benefit from effective employee coaching as it can lead to cultivating their workers willingness to get the job done and lead to higher productivity and satisfaction. Coaching provides the tools that are needed to increase knowledge, improve skills, and motivate. The student has demonstrated that coaching creates an emotionally intelligent workforce and a coaching culture which embraces learning and development. The student has shown that coaching can encourage communication and reflection. 
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Figure 2.1: Four levels of evaluation
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Figure 1: Characteristics of an effective coach (according to coaches)
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