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[bookmark: _Toc55846527]Introduction 
This is a case study where the answers of three questions selected from a selection of questions has been answered. This has been done on basis of an organisation called 24/7 Radio Carz. The analysis has been separated in to three sections with component 1 consisting of the three questions. The second component is the personal development plan for me as a driver of this organisation. the roles and responsibilities that the line managers perform in 24/7 Radio Carz has been addressed and the relationship has been made with how such responsibilities support the functions of the human resource management. Consistent references has been made with how these roles have an overall impact on the company. Later the importance of development and training for this organisation and the employees has been shown. The impacts of valuable training during unexpected times like the current coronavirus pandemic has been identified with examples of ways in which the company has aided its drivers and customers to travel in a safe way. Finally, the ways in which the company can motivate its staff has been listed with its associated organisational benefits. The personal development is essential in enabling me to develop myself in my career and grasp hold of the opportunities provided by my company. 
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Line managers are employees or managers ranked lower than the higher-level managers. Line managers are a very important part of every organization and they manage and supervise all the initial business works of the organization and report all the works to the managers. Line managers study and understand the whole business objectives and requirements and use available resources and raw materials and make the whole business project more effective and at low cost (Mayhew, 2019). Line managers are part of the human resource management and supervise and manage mostly the employees and new workers training and development, employee engagement, proper recruitment based on talent and skills, safety and security of the employees and also the financial status. The functions of the line managers varies from organisation to organisation depending on the business, workplace and the job role and duties. There are several roles and responsibilities of line managers and depending on the areas of functions, the roles and responsibilities of the line managers varies (Bhasin, 2019). 
24/7 Radio Carz is an UK based hire Taxi Company and this company in Birmingham is the largest company of private taxis. The line managers in this company ensures that customers experience the full facility of the taxi and also the employees and the taxi drivers can be benefitted from the customers (Taxis101.co.uk. 2020). This taxi company provides certain facilities like fast booking, pickup from the customer’s desired location and many other facilities. The line manager needs to supervise and manage all the actions and the company’s criteria so that the customer remains satisfied and are willing to make more bookings in future with the company (247 Radio Carz. 2020).
There are many roles and responsibilities of the line managers in 24/7 Radio Carz such as –
· Recruitment- Recruiting the most skilled and talented candidates for the given job role. As it is a taxi company, employees need to be recruited on basis of having proper knowledge about driving and those that can maintain a good professional relationship with the customers. But the process is very lengthy and time consuming.
· Training and development- Providing training and development programmes to the employees based on their skills and job preferences (Reh, 2020).
· Motivation- Encouraging and motivating the employees and workers to deliver high performance work.
· Management- Supervising and managing the whole team and giving time to time feedback to the employees or the team members about their work performance. 24/7 Radio Carz takes feedback from the employees as well as from their customers (24 7 Radio Carz. 2020).
· Team spirit- Maintaining a balanced team work within 24/7 Radio Carz and ensuring that the company’s goals are met effectively and efficiently (Cylex UK, 2020).
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Human resource management (HRM) refers to the coherent, strategic, and integrated approach towards employee development and their well-being while working in the organization. HRM helps in achieving economic opportunities and all the long-term goals of the organization (Obedgiu, 2017). Therefore, HRM is a systematic technique to analyse the needs of the organization such as the number of employees needed, the kind of skills, knowledge, and talent required to meet the organizational needs. Line managers evaluate in their respective departments the employment requirement and the types of skills needed in the present and the future. Therefore, the roles and responsibilities of the line managers support human resource management functions. This is further explained with the help of the following functions –
· Staffing – Line managers are responsible for the recruitment of employees whether it’s full-time, part-time, or hire contractors. They are also responsible for the termination of the employee contract (Trullen et al., 2016). Therefore, line managers support this function of HRM by identifying the talent needed and uses ethical staffing techniques. This can help 24/7 Radio Carz to exercise proper human resource management.
· Development – Line managers provide training, mentoring, coaching to new employees, and to the existing employees for their development. Therefore, line managers help to achieve this function of HRM by ensuring continued development by providing adequate resources. This will help the line managers of 24/7 Radio Carz to support this human resource management function.
· Compensation – Benefits and salary come under the responsibility of a line manager. This is why line managers help in ensuring proper human resource management by setting appropriate compensation on the basis of performance, role, and legal requirements. Also, they engage in fixing retirement plans and insurance rates along with any increase and decrease in the employee’s compensation.
·   Safety and health – Line managers ensure the safety and health of an employee. This responsibility of line managers helps to create the best practices in the organization by implementing various safety measures for its employees. This helps in achieving the objective of human resource management as this function will ensure the proper well-being of the employees while working in the organization. 24/7 Radio Carz should always make sure that they practice this activity in their HRM.
· Employee and labour relations – Line manager helps to coordinate with employees and unions and are a link between the organization and its workforce. Thus, a line manager helps in supporting human resource management function as they engage in strategic planning to enhance the employee and labour relations.
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In 24/7 Radio Carz the company ensures proper training and development programmes to all the employees and the newly joined workers. Training helps in expanding the area of knowledge and skills and provides lots of opportunities and future scope for the employees and it also helps in delivering high performance work ensuring company’s benefits and long-term success (Bishnoi, 2020). The 24/7 Radio Carz training and development programme also helps in building teamwork spirit, ensures more productivity, helps in understanding the workplace environment and the ways to deal with customers. Several situations can be possibly faced as a result of engaging with customers, whom the business is unaware of engaging with. For the purpose of maintaining the company’s reputation and putting the safety of drivers at a priority, ways in which different scenarios can be dealt with are provided to drivers as part of their training. Several methods can be adopted by the driver for their own safety which are discussed as part of training for instance installing cameras. 
As the competition in the market is increasing day by day due to globalisation and innovation in technologies customer needs and choices are also changing. So to meet those choices and to maintain a good business in this competitive market 24/7 Radio Carz provide certain facilities to the customers like student discount, special service for the members, facilities in airport transport, provides full refund on cancelled journeys which needs to be cancelled 6 hours before the journey (24/7 Radio Carz, 2020).
The importance of training and development in 24/7 Radio Carz –
· It helps in improving the activities and performance of the employees.
· Development in IT skills helps in bringing innovation and this is an online based company so training and development in IT skills is very necessary. Employees are able to adapt and apply the changes made as part of the training when using their technologies to communicate with staff and customers. Without the devices, neither the staff neither the driver can accept and complete the booking of customers. Therefore, learning how effectively to use the devices, ensures the customer service is provided accurately and quickly. 
· Training in management helps in understanding the outside environment and also helps in dealing with customers (Rodriguez and Walters, 2017). Management is responsible for developing the business and increasing the customer base by overcoming external competition through effective methods which employees are required to adopt with providing customer service. 
· Training in developing interpersonal skills is very necessary so that employees can work properly in a group or in a team. If this training is not provided in a proper way it may lead to lack of communication skills. Interpersonal skills consists of various skills that allows relationships to be made and the highest level of communication to be delivered which pleases both the drivers and customers. 
· As 24/7 Radio Carz is a customer-based organization so it is necessary for the company to maintain the company’s reputation so that customers choose their online sites while hiring taxis (247Cars, 2020). For the reputation of the company to be maintained, the company is required to ensure that their training delivered to the drivers and staff are according to the organisational values and objectives so that the managers are certain that there customers are not disappointed because of the behaviour or service of the driver. 
Training and development in different skills helps in achieving different criterias and it also helps in individual development. With 24/7 Radio Carz basic policies and rules the training and development process also ensures employee engagement and it also satisfies employees as the employees are getting on-job learning and development facility (Engetou, 2017).
Covid-19 pandemic is an uncalled for and unaccustomed situation which has a lot of impacts on every part of the industry. 24/7 Radio Carz also faced huge difficulties and problems due to this pandemic. To ensure more safety and hygienic journey the training and development programmes plays a vital role because due to this training programme employees know how to deal with emergency situations. To deal with the current situation and to attract more customers 24/7 Radio Carz has implemented certain rules like –
· Proper sanitizing of every taxi.
·  Customers can sit only in the back seat to maintain proper social distancing. The first seat is restricted to customer for use
· Both customers and employees need to wear masks and should sanitize their hands on a regular basis (24/7 Radio Carz, 2020).
·  Online payment is encouraged to avoid physical contact.
· Protective screens are installed inside the taxi to ensure distance between the customer and the driver (24/7 Radio Carz, 2020). This is a see-through screen, ensuring that the driver is driving safely and the view is not obstructed and customers can also continue to communicate with the driver when necessary. 
·  If the journeys involve delivery of products then the item which needs to be delivered are placed in-front of the door of the customer to ensure contact less delivery (24/7 Radio Carz, 2020). By doing so neither the driver or the customer needs to interact with each other, but the required service is provided to the customers. 
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Motivation refers to the characteristic of goal orientation which helps an individual to achieve his or her goals and objectives. To become an efficient leader, one should have proper knowledge of all factors of motivation (Hazra et al., 2018). An organization uses motivational factors to develop leaders as it is the leader who needs to handle the working by coordinating with its employees, superiors, and peers (Nguyen et al., 2020). There are two famous motivational theory which will help in understanding the different motivational factors-
Maslow’s theory of motivation describes the importance of fulfilling a few needs that will motivate an individual to work efficiently and is described in a form of pyramid. This theory consist of five important needs-
· Physiological needs- These needs are the base of the pyramid and it consists of basic needs like food, water, sleep and other basic needs. 24/7 Radio Carz fulfilled employees and leaders basic needs which motivates them work efficiently for the company.
· Safety needs- This need includes an individual’s desire for having a safety and secure environment. 24/7 Radio Carz ensures total safety and security of each and every employee (Hanaysha, 2016).
· Social needs- This need includes societal engagement, friendship and love. 24/7 Radio Carz provides a friendly and caring working environment for the employees which helps them to fulfil their social needs. It includes good and interesting workplace environment inside 24/7 Radio Carz which also helps the leaders to maintain a proper communication with the employees (McLeod, 2020).
· Esteem needs- This need includes desire for rewards, self-recognition and self-confidence. To develop leaders it is important to recognize and reward the employees for their good performance (Close and Martins, 2020). Reward with recognition is important as only praising loses the impact of motivation. Sometimes this can become a disadvantage for the company as employees gets addicted to rewards and doesn’t show willingness to work without it. 24/7 Radio Carz gives rewards and benefits to their employees based on their performance and dedication towards the company and motivates them to deliver exceptional performance in future. Other drivers are systematically motivated also, as they are eager to experience the rewards also. The rewards are given on basis of what the driver would appreciate having as if the reward does not prove to be valuable, then the effect of motivation would not be gained, recognising their hard work is important to address how valuable and important the staff are to the company as they are the face of the business.
· Self-actualization- This need helps an individual in their personal growth and development. Self-development is very important as it will breed retention, loyalty, and motivation. For developing leaders, the organization should show belief and interest in them and their development; this will motivate them to contribute more (Babaeinesami, 2019). 24/7 Radio Carz provides proper training and development to the fresher and also to the existing employees and motivates them in their personal and overall development process. These programmes are designed to help employees gain access to skills which would help in developing their career while part of this organisation.
[image: ]
Figure 1: Maslow’s theory of motivational pyramid
(Source: Change Management, 2020)
Herzberg’s two-factor theory of motivation helps in understanding the satisfactory and dissatisfactory job factors. This two factor theory of motivation helps 24/7 Radio Carz to develop leaders-
· Hygiene Factors- This includes job security and salary, policies of the company, workplace environment and relation and many such things. 24/7 Radio Carz fulfil all these criteria to motivate the employees. An unhealthy work-life balance demotivates people so an organization should maintain reasonable working hours and encourage work activities that promote wellbeing and good health (adnan Bataineh, 2019). Having a positive work environment to work in, where drivers are comfortable and able to deliver effective service, encourages workers of 24/7 Radio Carz to work hard and for the company objectives. 
· Motivating Factors- This includes achievement, recognition, growth, responsibility, advancement in a workplace environment and 24/7 Radio Carz strategically fulfils all these needs and motivate employees to become leaders and to perform efficient job. Higher authorities of 24/7 Radio Carz maintain a healthy workplace area where employees can recognized themselves, feel confident and can grow and develop into a more skilful way which will help them to take important responsibilities and will motivate them for doing high performance work. When managers identify that their staff are managing an unhealthy lifestyle due to the demands of life, it motivates staff when they see that their managers are concerned about them (Wziątek-Staśko, 2016). 
[image: ]
Figure 2: Two factory theory
(Source: Business Jargons, 2020)
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Employee motivation plays a vital role in the performance enhancement of an individual employee and also the organization as a whole (Varma, 2017). Motivated employees will help to increase the productivity of the organization and will ensure a high level of performance (Obiekwe, 2016). By adapting employee motivation 24/7 Radio Carz can ensure employees and customer satisfaction which will help it to grow its reputation as now 24/7 Radio Carz is the largest private hire taxi company in Birmingham (24/7RadioCarz, 2020). Employee motivation ensures innovations and creativity which paves the way for new development and better service quality such as 24/7 Radio Carz has included different types of cars like mini-buses and luxury cars to its service. Also, they constantly try to improve their booking experience as now one can book their car in 5 seconds by using the Android and iPhone app of 24/7 Radio Carz (24/7RadioCarz, 2020). When employees are motivated to work faster, harder and more efficiently then there will be more output. This in turn will help the organization to do more and sell more, thus increasing the productivity level and the profit. With the help of employee motivation, 24/7 Radio Carz was able to achieve 200,000 bookings per month (24/7RadioCarz, 2020).
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This Personal development plan will allow me to develop myself for my career and overcome areas of improvements so that possible barriers in my career path can be overcome. Each of the objectives provided as the most essential developments that I need to focus on currently and ways in which I will try to achieve the objectives have been mentioned also. 

	Objectives
	Threat
	Action for development
	Opportunities
	Time required

	I have to make sure that the given task is done within the required time and on basis of ensuring that customer satisfaction is not compromised.  
	Not being able to complete the booking of taking the customers to the desired location or locations, would affect the reputation of the company. 
	This can be understood from the proper assessment and evaluation given by seniors and managers to me 
	Customer satisfaction would be positive as well as feedback. My employer will be pleased with high quality work of mine and may offer rewards (Akhtar and Sushil 2018).
	This would vary on the booking type and the collection and destination estimated time frame. 

	To be able to develop my leadership skills in the training and development sessions. 
	Not gaining the required leadership skills will limit my chances of reaching my aim of owning my own taxi company or getting a job in the management sector of my workplace 
	To gain this aim, I will have to attend the programmes and do my own learning and research on this topic. 
	I will be able to handle team tasks, apply for a management position or even own my own taxi base. 
	It will take a long time of around 6-8 months 

	To become better at performing time management and learning quick solutions to bookings
	Attending sessions on time and performing the required number of hours for my daily needs will be threatened. Also customer satisfaction will decrease when I am unable to fulfil their needs of reaching a place on time. 
	My attendance of sessions will be good and besides learning, my working would be sufficient for my needs. I need to adopt appropriate time management strategies to allow this to happen. 
	Will learn high number of skills. My feedback from customers would be positive and higher stars, allowing my managers to be impressed with me. This may provide me with rewards or even the hope of getting a promotion. 
	I think that 3 weeks would be enough for me, when driving in a new area.  

	Eliminating my communication gap with other staff and managers 
	Communication gap may lead to misunderstanding, gossip, rumours, chaos and problems in solving any serious issues or tackling emergency and critical situations.
	Gaining the proper training on interpersonal and communication skills and also engaging in valuable conversation with staff and managers. 
	It will create an opportunity for me to become a better team worker and will increase my team spirit.
	I would suggest around 4 weeks. 



PDP Plan

[bookmark: _Toc55846532]Conclusion 

To conclude, a critical evaluation has been done on the three chosen questions with regular application to the chosen company, 24/7 Radio Carz. 24/7 Radio Carz have effective line managers whom perform roles that contribute and supports greatly the human resource management. Furthermore, the changes made by 24/7 Radio Carz towards overcoming the issues associated with the pandemic, displays that 24/7 Radio Carz is placing importance in the safety of people and their drivers. Motivational attempts that are effective will determine the increase of customer satisfaction and company reputation. The personal development plan is greatly beneficial in guiding one to meet desired goals and objectives like the one shown above. 
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