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1. [bookmark: _Toc155088172]Introduction 
In this reflective analysis, coaching and mentoring models will be used to evaluate a coaching session with the head of a division in a well-established, prescribed and over-the-counter pharmaceutical company. This case deals with issues prevalent in todays’ workforce, following the introduction of working from home during the pandemic, new IT and AI tools, and the cost of living crisis.
In this case study, company’s profit has decreased due to changes in the market, overseas national customers, and the pressures from National Health Services. The main purpose of the company is therefore to cut costs, by reducing the number of employees, using automation, increasing flexibility in work environment and keeping work from home only when that’s appropriate.
The coach’s role is to accompany employees to implement such changes. While in the beginning the coach hopes the staff response will be positive, things can turn out to be more complex. Employees are worried about having to return to the workplace after two years in the comfort of their home. They are under a lot of stress and these mental health issues are not necessarily addressed. 
The International Coach Federation defines professional coaching as “an ongoing partnership designed to help clients produce fulfilling results in their personal and professional lives.” Coaches enhance their performance by observing, listening, and customising their approach to individual client needs. Their aim is to elicit solutions and strategies from the client, recognising the client’s natural creativity and resourcefulness. The coach’s role is to provide support to enhance the client’s existing skills, resources, and creativity (Wright, p.325).
The impact of the pandemic on the business structures has created a gap in employees’ learning and development. The new AI technologies require mentoring to bridge organisational needs and employees’ skills. A formal workplace mentoring between the mentor and the mentee is focused on advice, guidance and building skills to improve performance and productivity of the mentee.
The cost of living crisis has employees under tremendous stress about their financial status and this affects their mental health, their work performance and productivity. Employees worry about their retirement and struggle to make the right financial decisions. “That level of stress is what is driving the need for us to focus on financial responsibility self-care” according to Rubino, head of participant insights, financial wellness and learning at Morgan Stanley at Work. He suggests that “living within tight budgets can lead to feelings of deprivation. It can take a toll on [workers'] well-being and productivity” (HRNews, July 7, 2023).
Therefore, organisations who are listening to the employees’ financial concerns and address these issues by coaching, are more likely to succeed and improve mental health and productivity in the workplace. In the specific example, the coaching session with an employee three years away from retirement, deals with a very demanding, frustrated and dissatisfied employee. 
A recent study in secondary UK schools implementing teaching coaching showed the valuable impact on coaches’ own professional development. The benefits of this practice affect students, teachers, and the school itself and include “improved relationships, awareness, reflectiveness, and enhanced practice. A fifth perceived benefit reported by the participants was positive attitude, which captured a sense of increased confidence, motivation, and positivity” (Bingley, 2021).
The analysis of this coaching session allowed to improve my own awareness of successful coaching attitude and practice. Using the GROW model and SMART Objectives are valuable tools in view of developing new ways of increasing work efficiency. The Reflection Cycle model allows to reflect on the coaching effectiveness to improve the action plan and bring morale in the workplace. Lastly the examination of skills such as turning a challenging situation into positive change is a valuable supportive technique and taught me a lot about myself and others in the workplace. 
2. [bookmark: _Toc155088173] The case 
Phillipa Graham, has been successful in overseeing Quality Assurance, achieving productivity targets, maintaining low staff turnover, and high team morale. She has recently increased the responsibilities of the remaining team members and implemented new equipment to reduce department costs. While highly committed and motivated, Phillipa, may have difficulty understanding the perspective of her team, assuming the acceptance of decisions without much discussion. Additionally, the shift to remote work during pandemic has raised concerns about mental health support and the lack of individual consultation regarding the return to the office.  Phillipa, has recently become aware of the dissatisfaction and worry among staff.
Robert Lee, is a head of the section, responsible for managing work with specified timelines by prioritising batches and ensuring the availability of materials and staff. With 15 years of experience, he is approaching retirement in three years and seeks stability until that time comes. However, recent departmental changes, including staff reductions, the absence of overtime, and the introduction of automated processes, have left him feeling overwhelmed and threatened. While he enjoys the comfort of working from home, the demands of his role have become increasingly challenging for him to manage. 
Robert is important to the organisation; his knowledge and experience are extremely important during this challenging time for the organisation. The aims of Phillipa as a coach is to prevent any unpleased situation, to keep Robert happy in the workplace, decrease the cost and improve productivity. Phillipa’s role also includes a comprehensive process of communication with colleagues, the improvement of the work environment as to achieve a positive attitude/outcome for Robert as well.

3. [bookmark: _Toc155088174]A reflection of my coaching style – The reflective cycle 

In the next paragraphs the Reflective cycle is followed to examine the coaching session that took place between Phillipa Graham and Robert Lee in a role-playing simulation.
· Description
During the coaching session, Robert was very upset with all the changes in the workplace, the introduction of automated system and the cutting of overtime was really annoying him. It seems that he does not trust Philipa, and he doesn’t like the idea of going back to the office after the pandemic. He is feeling very frustrated and threatened by these changes. 
Robert’s biggest concerns are that he is too old to learn a new system, he argues that in three years he retires so he doesn’t understand why he needs to go back to the office and lose his comfort. At his house he could have breaks in the garden every now and then when he needed it. He does not like working in a box, like the office environment feels like. Also, the fact that overtime has been cut down makes him anxious and worried believe it could lead to an increased workload for him in the future with less staff and a shorter delivery time.
· Feelings 
Before the coaching session Phillipa was feeling anxious and worried about the outcome. The importance of establishing trusted relationships with Robert and improve the workplace environment, bringing enthusiasm between colleagues and commitment to both parties was the biggest goal of the coaching session and very stressful at the same time.
During the coaching session Phillipa was actively listening to Robert’s concerns, showing empathy and a good intention to understand and support him. After a while Phillipa forgot her own feelings, and her attention shifted completely from internal (herself), to external (Robert). 
· Evaluation 
The introduction to the coaching session went well. The greeting was professional but friendly at the same time and Robert felt safe and comfortable. Robert had enough time to think and process through issues and conclude while processing information. Phillipa was actively listening to Robert’s concerns and was patient to better understand his point of view. She focused on his agenda, the issues he wanted to talk about, and the issues that makes him feel anxious and unsure about his future in the organisation.
Phillipa, she could have investigated ahead of time, in more details the situation as she wasn’t prepared enough to address Robert’s concerns. Overall, the coaching session went well, Phillipa is a problem solver, she proposed solutions, and she was flexible to the circumstances and Robert’s adaptability. The outcome was positive and promising.
· Conclusion  
Phillipa’s coaching session went well. She could have investigated Robert’s concerns in more prior to the coaching session which could have potentially, have achieved a better outcome, coming up with a comprehensive plan for the next six months. The reflective cycle it turns out is an amazing tool to help Phillipa improve, evaluate, and conclude her coaching style for a future potential coaching session.
The aim of the coaching session was realistic and achievable (SMART goals) and Phillipa’s good intentions lead to actual results, which is overall the main goal of coaching. The journey, the argument, and a good evaluation of the situation have been proved a great technique. The SOSTAC method was extremely useful to Phillipa while she was trying to support Robert and solve the problem. 
· Actions
Following up with the results, Phillipa needs to evaluate the current scenario to lead things to the most preferred scenario (action stage). This includes a reassessment of Robert’s situation after 3 months of working 3 days in the office. 
In the meantime, Philippa must act on the promise of a better work space is kept, by making the necessary arrangements in the office. It is also important to keep the promise that Robert can adapt his working day to taking short breaks and visit the park. 


4. [bookmark: _Toc155088175]Critical Evaluation – Improve Performance

In this session, the GROW Model has been used as follows: 

	GOAL
What do you want to accomplish?




	Establish what Robert’s issues are and find solutions, including:
1. Increase Robert’s satisfaction in the workplace, improve workplace environment, establish better communication between colleagues, bring a feeling of enthusiasm at work.
2. Get Robert’s agreement to come back to the office.
3. Assure Robert’s agreement to share his knowledge & experience with new team. 
4. Introduce and train Robert in the automation system.

	How will you know what you achieved?
	The outcome of the coaching session demonstrates that the goals were accomplished effectively: Robert expresses full agreement with the tangible solutions to all of the issues that he raised. 

	REALITY 
What’ happening now in terms of the goal?
How far am I away from the goal?
	
The goal is to bring Robert back to the office 5 days/week and improve the work environment.
We agreed on 3 days per week attendance to the office and reassessment in 3 months. 
We promised to improve the office space for Robert which is very important for Robert’s wellbeing and productivity.

	OBSTACLES 
What is standing on the way?
Me? Other people?
Lack of skills, knowledge, expertise?
Physical environment?
	
The personal bias of Robert and lack of adaptability to changes because of a feeling of being too set in his ways
1. New team members (fear of something new)
2. New automation system (lack of skills)
3. The need to be near nature (habit of going to his garden during teleworking years)

	OPTIONS
What options do I have to resolve the issue or obstacles?
	
1. Try to persuade Robert to return full-time to the office, or
2. Listen and understand Robert’s difficulties to cope with changes, make him feel safe and heard. Show flexibility, adopt a gradual return 3 days for the first 3 months and reassess.

	WAY FORWARD/ WILL 
Which option I will commit to? 
	
Support Robert’s gradual adaptation to a better office space, and new learning opportunities. 
Show commitment to improve the workplace environment, apply gradual return to the office, and establish trusting relationship with Robert.


5. [bookmark: _Toc155088176]Analysis 
When we look closer at this coaching session we can identify the moment where expressing problems turned into a learning situation due to coacher’s guidance. 
Robert was very anxious and frustrated before the coaching session, not only for all the changes he had to face in the workplace, but also because of the feelings he developed, the fear of the novelty and lack of motivation to change, just waiting to retire. He had lost trust that there is a possibility to address the problems that he is facing, and doesn’t believe that there is a solution. His came to the session negative and feeling angry and helpless.
Phillipa first listened at length at what Robert had to say. Then she very carefully repeated everything that Robert had said to make sure that she understands him and also to show Robert that indeed she had understood him. She also Asked Robert repeatedly if there was anything else and if she had understood things correctly.
Having evaluated the situation, she set out SMART goals, and action plans, with small steps each time. Her strategy was aimed to satisfy the specific concerns that Robert expressed directly and concretely when it was possible, to improve the work environment and find the best solution in the current situation. However, some issues Robert raised cannot be changed and Philippa has to help Robert understand this. Her biggest achievement, is the trust relationship she builds with Robert.
Specific skills could play significant role to coach effectiveness:
Skills: An effective coach should apply active listening skills, like Philippa does here, show empathy, and do not judge the coachee. Philippa aimed to be supportive, inspiring, and collaborative to build trust relationship with Robert, encouraging open communication. 
Values and beliefs: Values and beliefs are very important to an individual and can guide and motivate actions and behaviours. An effective leader should be able to show compassion and professionalism to the employees, always promote integrity and courage. Phillipa proposed a set of achievable goals showing that she cared for the dignity and the self-respect of Robert, and that it was important for the company to support Roberts’ professional and personal development. 
Behaviour and attitudes: A coach can make mistakes like everyone else, and the ability to recognise and accept their mistakes despite any accusation it may put the person are very important for the employees. With positive and honest attitude, a coach could be a great leader and inspire others to make passionate choices and improve their lives. 
6. [bookmark: _Toc155088177]Conclusion 
This coaching session had to deal with some issues that are very frequent in the post-pandemic workforce: employees are now used to working from home, being in charge of their own time, taking breaks and being close to nature. This was Robert’s case. Employees are also facing fast technological automation and daily new IT tools, which was the case before the pandemic but with the explosion of new AI applications is faster and faster. This makes older employees in particular insecure and creates decrease in their well-being as well as their efficiency at the work. 

Knowledge, skills, and abilities are related to effective job performance. An effective coach should listen to the insecurities but aim to lead them to the believe that not only it is important but it is possible to improve these skills. In order to achieve this, it is important to be honest and trustworthy to the employees. 

Every coaching session should be supported with a reflective summary, a critical evaluation, an action plan and follow-up. Coming to a common agreement during a coaching session must be followed up directly in action. If action doesn’t take place, trust will be destroyed and the employee will feel not respected and lose faith even more. In this case, concrete solutions, such as a change in office space were exchanged for the promise that the employee will return 3 days out of 5 for three months to give him a time to adapt and see the benefits of learning the new systems with confidence.
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Appendix 1
Coaching session: role-play transcript
	Philippa: Hello Robert, thank you for coming. How are you? Please have a sit.

Robert: Thank you, Philippa. I am not too bad, thank you. 

Philippa: Robert, it has been a while since we met last time and I would like to ensure that this meeting/coaching, is all about you. I am here to listen to you, your concerns, your opinion to all these changes happening now in the organisation. Also, I would like you to know that my intention is to do my best to allay your concerns. So, please explain to me what is really disturbing you?

Robert: Thank you, Philippa. This is the reason I am here today, to discuss few things which are really affecting me, and I am not happy with. First, you introduced an automation system which I do not know how to use, I don’t have the knowledge and I feel too old to start something new. I am retiring in three years, and I don’t understand the point of all this. 

You ask me to come in the office after two years working from home due to the pandemic. I like working from home, I have nice breaks in my garden when I feel like, I have my snacks and a cup of tea anytime. I feel more comfortable and happy working from home.

Last, the reduction in overtime makes me more anxious as I think we may need to work harder in a shorter time and you do not have experienced staff. How can I deal with this Philippa?  I am not happy at all!!!

Philippa: Robert, let me summarise to ensure I have understood your concerns correctly. You don’t like the automation system because you don’t know how it works. You also don’t like the reduction in overtime as you feel you will have to work more. Lastly, you like working from home and the idea of coming back to the office makes you anxious. Is that correct? Is that all?

Robert: Yes, Philippa that’s correct. But I can’t see how you can solve this.

Philippa: Robert, thank you for being honest and telling me your truth, sharing your feelings and your concerns. I have to say, I was listening very carefully to everything you said. I can understand your point of view and how frustrating it could be for you the new implement system and coming back to the office.

Let me please explain what’s the idea behind it is, and I hope that after that we can find a solution today together.

Robert, you have been with the company 15 years now and you are one of the most valuable people in your department. Your knowledge and experience are immovable and therefore, I would like you to share your knowledge with the new staff. For that to happen, you must come back to the office. But we will talk about this in a bit. 

I know you are feeling anxious but trust me, people here like working with you because of your kindness and your experience. Sharing this knowledge and experience could have a great impact to the development of the organisation and to your colleague’s productivity. Our aim as a healthy organisation is to hire more people in the future and reward employees like yourself. Coming back to the office could be frustrating for you and I totally understand that, but it is necessary for the organisation’s development. I can only ensure and promise that you will have a nice office next to the window and you can have as many breaks as possible in the little park next to us when you need a fresh air. 

The new team on one hand would be learning from you, and on the other hand they could teach you the new system and support you. 

Regarding the reduction in overtime, we all know that the market is very competitive now, and we need to keep the organisation financially viable. Sometimes we must make choices which are not that pleasing to employees but are necessary decisions to keep the organisation healthy and for us to keep our jobs. I hope you can understand that.

So, what do you think? Are you coming back to the office?

Robert: Ok, I understand better now, but still don’t want to come in the office, at least not every day.

Phillippa: We could start from three days per week for the next three months and then we will have another session, and we’ll talk through this. How does that sound? 

Robert: I think I can do that if you can give me a nice office with big window. 

Phillippa: Absolutely, I could do that for you.

Regarding the reduction in overtime, there is not much I can do. But I can promise that you will have enough people to help you with deadlines and workload. As I mentioned earlier, the new system is easy to be taught to new staff, so there is nothing to worry about. 

So, what do you think? Do we have a deal?

Robert: Thank you, Philippa, I am feeling better now.

Philippa: Great! So, you are coming back to the office for three times per week, you will learn the automation system and you will share your knowledge with the new team. We can meet in three months to discuss how it is going and take it from there. 

Robert: Thank you Phillippa, enjoy your evening and speak you soon. 

Phillippa: Thank you Robert, I really appreciate your effort and look forward to seeing you in three months from now. If you have any concerns in a meanwhile, please do not hesitate to contact me. 






Appendix 2
Coaching session: role-play results 
	BMSW 6005
	
	Date of Interview:
	25/11/2023

	Coach
	Ioanna Bakogiorgiou
	Coachee
	Rupiah

	Coaching Model:
	GROW MODEL 
	
	Click here to enter text.

	The numerical rating system is based on the scale below.

	Scale:
	5 –Yes
	4 – Most of the time
	3 – Some of the time
	2 – Almost never
	1 – No

	Explained the purpose of the session first.
	Rating

	
	5
	4
	3
	2
	1

	Is the coach asking open ended questions or closed questions?
Good introduction and greeting from both parties – Professional but friendly attitude 
	☒
	☐
	☐
	☐
	☐

	Is the coach patient? Are they giving the coachee time to think through issues and arrive at a conclusion in the way THEY process information?
The coach was actively listening and patient to better understand the coachee. 
	☒
	☐
	☐
	☐
	☐

	Is the coach focused on the coachee’s agenda?
The coach was focused on the questions asked while being empathetic to build a rapport 
	☒
	☐
	☐
	☐
	☐

	Is the coach coaching in their own image? 
Good – but could have probed in more details  
	☒
	☐
	☐
	☐
	☐

	Is the coach acting as a problem-solver, providing the solutions for the coachee?
The coach acted as a problem-solver he allowed the coachee to think about the solutions and also propose solutions based on the circumstances. Constructive feedback was provided 
	☒
	☐
	☐
	☐
	☐

	Additional comments 
GROW model was applied so the session was quite well structured. Overall Good performance 
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