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In a world where change is constant and inevitable businesses need to change too so they can keep up and survive. When such changes are introduced and implemented within a company, they often bring turmoil amongst many of the employees since more often than not humans are used to a schedule and any interference with it causes stress, fear, panic and they sometimes do their best to sabotage the change. With that said it is the company’s responsibility to address these employees and help them adapt to the occurring chance and this is where leaders must step up. It is widely believed coaching and mentoring usually help. The business needs to either appoint one of their leaders to take care with the transition or hire an external coach/mentor. The report will explore the difference between coaching and mentoring and compare them to counselling and networking as well as the benefits and negatives of having a line manager as a coach and the necessary skills and attitudes of an effective coach. In addition, this paper will investigate how coaching and mentoring can be useful when managing the change within the business. Lastly, the author will critically evaluate their performance as a coach in a practical coaching exam and create a personal development plan for their own future improvement in the field of coaching and mentoring. 


[bookmark: _Toc152879377]2.0 Table of Contents

1.0 Executive Summary	1
2.0 Table of Contents	2
3.0 Introduction	3
4.0 Main Findings	4
4.1 The Difference Between Coaching and Mentoring	4
4.1.1 Counselling	5
4.1.2 Networking	5
4.2 Line Managers as Coaches/Mentors and Required Skills and Attitudes	6
4.3 Coaching and Mentoring in Change Management	7
4.4 Reflection on Personal Performance	7
5.0 Conclusion	9
6.0 Reference List	10
7.0 Appendices	14




[bookmark: _Toc152879378]3.0 Introduction
Change is inevitable in any aspect of human life – from personal small changes such as changing out eating habits to worldwide changes involving millions of people. As a change usually breaks the routine of the individuals involved it is often feared and seen as a bad omen. However, the truth is that change needs to happen whether we like it or not and it is more often than not for the better. Such is the case for businesses and organisations as well. Change is usually dictated by the advancements and improvements in fields such as technology, AI, HR, and the natural evolution of the human nature (Goldstein, 2015). This report aims to identify and explore the reasons for change, the drivers and resistors, and how it could be managed for better results. The differences between coaching and mentoring, although being arguably quite negligible, will be identified and the importance of proper change management will be investigated. Also, coaching and mentoring are not the only ways of helping individuals – other means are counselling, networking, mental wellbeing programs, psychotherapy etc. Some of these will be further explored within the report and differences will be highlighted. In addition, the skills and attitudes of an effective leader will be observed in the context of change management within an organisation. Lastly, the author will critically evaluate their own performance when delivering a coaching session to a fellow university colleague and identify the strengths and weaknesses of their delivery.
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This section of the report will critically focus on the points stated in the executive summary and introduction. The author will present the advantages and disadvantages of the models and styles and critically compare them to one another.
[bookmark: _Toc152879380]4.1 The Difference Between Coaching and Mentoring
The terms coaching and mentoring are largely used interchangeably (Clutterbuck, 2004; CIPD, 2022) as they have plethora of similarities in between. They both involve an individual being guided through a personal problem or a change that occurs within the company by an experienced individual. However, there are some differences (Krasinski, 2021) between coaching and mentoring and they will be explored in depth within this section. 

Starting off with coaching its definition is as follows: 
“Coaching is a two-way communication process between members of the organization (leaders to team members, peers to peers, team members to leaders) aimed at influencing and developing the employees’ skills, motivation, attitude, judgment or ability to perform, and the willingness to contribute to an organization’s goals.” (CMOE, 2021)
“Coaching is an ongoing process of building a partnership for continuous improvement within an organization.” (Stowell, Newton and Mead, 2019)

Coaching is usually considered the short-term method of teaching an individual and helping them solve work related issues (GeekTonight, 2023). It typically involves the coach utilizing open ended, close ended and probing questions to assess the individual and reveal their issues (CMOE, 2021). The coach would be trying to dig beneath the surface of the problem and identify the root cause and underlying issues. However, once they identify the issue(s) they would rarely go ahead and give specific instructions of how the employee could solve the problem but rather further question them and hopefully push them so they could come to a solution themselves – a non-directive method (Dolot, 2018). 
When it comes to mentoring someone, the process is similar at its core to coaching as it also involves a more experienced person helping another overcome an issue and usually remains at an organisational level (University of Southampton, 2018). However, mentoring someone is largely considered to be a long-term solution to an issue and take considerably longer than coaching someone. While coaching someone is mainly used to resolve their current issue, mentoring is used to initiate an employee in the ways of properly conducting a task or a role. The definition of mentoring is best described as:
“Mentoring is a reciprocal and collaborative at-will relationship that most often occurs between a senior and junior employee for the purpose of the mentee’s growth, learning, and career development. Often the mentor and mentee are internal to an organization, and there is an emphasis on organizational goals, culture, career goals, advice on professional development, and work-life balance.” (ATD, 2017)
Some even go as far as to compare mentoring to friendship as it involves sharing values, beliefs and trusting one another (Sinek, 2018).
  An example of coaching and mentoring would be:
· Coaching – a good example of coaching an employee is their lack of experience and/or confidence of public speaking and presenting in front of crowds of people. In such a case the coachee would approach the coach with issues relating to their inability or anxiety when being faced with a crowd or an audience (He, 2022) (MORE). Here a coach would use different types of questions to help identify the underlying issues and guide the employee towards a solution. They aim to improve their body language, confidence, and speaking skills and reduce anxiety levels and nervousness when presenting. Over the course of the coaching session the coach monitors the performance and development of their subject (Indeed Editorial Team, 2022).
· Mentoring – an example of mentoring would be a long time CEO of a company is looking to retire in 5 years and want to pass on his experience by mentoring his chosen candidate. The mentor and the mentee would have a close relationship prior to the start of the mentoring process and feel vulnerable and open as the process would take a long time. Over the next years the mentor will spend a lot of time with their mentee in attempt to transfer their skill to them provide insight on how the company should be ran, what core values should always be alive, and what direction the company is heading (Drew, 2023).
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Another learning intervention at the workplace is Counselling. Counselling is a term largely used in psychotherapy and it keeps some of the psychological attributes when transferred to the business world and the working environment. While coaching and mentoring seek to either fill a gap in a skill requirement or an issue that is caused by a change in the workplace now and in the future, counselling (McLeod and Henderson, 2003) tries to investigate the past and address the mental issues caused by problems in the workplace or/and provide them with legal advice. A good example of counselling at the workplace is an employee losing a loved one and having hard time coping with the loss which has an impact on their work and their ability to perform their job. The counsellor would attempt to show empathy and provide psychological support until the employee gets back to their normal lifestyle. 

Compared to coaching and mentoring it serves a different purpose as it does not necessarily deal with skill-related issues or factors that impact performance at the workplace. It largely seeks to provide initial psychological and mental support with issues that usually occur outside the workplace or are a direct result of a circumstance at the workplace (Hughes, 2015). If the company does not have a designated counsellor that can provide the necessary support, or they lack the necessary experience the leader of the company could go for the next method – Networking.
[bookmark: _Toc152879382]4.1.2 Networking	
Networking is another approach used by leaders to help coach and mentor their employees (Mukherjee, 2022). Unlike the above-mentioned networking doesn’t necessarily provide direct and immediate help to the one who needs it usually due to the lack of skill and expertise of the coach/mentor. Networking has the coach introducing and explaining the sources of help and support available to the coachee and heading them in the right direction when the coach/mentor themselves does not have the required experience, expertise, and qualification to handle the problem at hand.
An example of networking is when a coach identifies a problem that is out of their expertise and/or knowledge such as when an employee is dealing with a substance abuse. Even though they can identify (or are given the information from the coachee themselves) they would usually not be trained in handling such an issue. In this case they would refer the coachee (confidentially and in a supportive manner) to a specialist that would tackle the issue and provide the person with an appropriate action plan to overcome their problems (EMCC, 2017).
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Usually, a business or a company has two choices when it comes to coaching and mentoring their staff – either hiring an external professional that takes the role of a coach/mentor or having one of the higher up within then company assume the role (Jeffrey Hull, 2015; Matuson, 2016). This section will observe the advantages and disadvantages of having a line manager as the coach/mentor withing a company in addition to the skills required to do so and the attributes and attitudes necessary to be effective in the task (Walsh, 2021). 
· Advantages of a line manager as a coach/mentor are mainly tied to Resources – having a line manager as a coach/mentor could save the company some resources (namely money and time) as they need less time getting to know their employees, their needs, and their way of thinking. The coachee(s) are likely to be more open and trusting towards their coachee as they have known them for some time prior to their engagement (Dennis, 2016; Angle, 2018). 
· Disadvantages of a line manager as a coach/mentor- again tied to resources, as hiring an external coach is tied to the use of resources that could exceed the ones for an internal one. Having an external coach involves spending more money and time to get to know their coachees and spend additional time with them, however an experienced external coach could offset the negatives by providing a hastier solution to their issues (Hinz, 2021).

Some of the most important skills that a coach/mentor must possess are:
· Good listening skills and good body language – an effective coach should not only be able to listen to their coachee but also be able to hear them. This could promote a more open relationship between the two and allows the coachee to share more information and feel safe while doing so. Appropriate body language greatly complements the perception of the coach as good listener as researchers suggest that effective communication involves only 7% of verbal communication – spoken words. On the contrary, the highest percentage of the spokesperson’s ability to reach out and affect their listener is comprised of 93% of non-verbal communication, where 58% is expressed by the facial expression of the person speaking and the other 38% is conveyed by their expression and gestures (Kelly, 2021).
· Empathetic – a good coach should be able to clearly relate to the issues of their coachee and make them feel like their problems matters to them. If they do not show the required empathy to the issue of the coachee they could be seen as “non-caring” and “ignorant” (Forbes Coaches Council, 2016).
· Assertiveness and Intelligence (both IQ and EQ) – the coach should be, and appear to be, as an intelligent entity that clearly knows what they are doing. The coachee could feel more prone to opening to their coach if they appear to have the necessary knowledge and experience in the field where the issue of the coachee occurs. Having someone who appears literate and seasoned in the matter that is being tackled in a coaching session is a must (Hagen, 2019). 



[bookmark: _Toc152879384]4.3 Coaching and Mentoring in Change Management
Change management is usually defined (Michigan State University, 2021) as the actions that are taken when planning, implementing, and monitoring a change that is introduced within a company. Such changes usually have people that support the change, people who are against the change and people who are ignorant/unaffected to it. Change management is tasked to keep track and encourage the change taking place by converting the change resistors to supporters of the cause. 
The influence, support and help of a coach/mentor could be invaluable in this endeavour as they can influence the beliefs and understanding of their resistant employees by explaining the benefits of the change and the company’s requirements to introduce it in the first place (Kanter, 2012; Hill, 2022).
There is plethora of models that have to do with management of change. One of the widely used ones, in the opinion of the author, is Lewins three-step model – Unfreeze – Change – Refreeze (Raza, 2019). This model includes shattering the old beliefs of the employees and showing them the need for a change, followed by introducing the change and hopefully converting most resistors to supporters of the change, and finally setting the change in place and monitoring compliance. When doing this the coach/mentor have great influence on how the change is introduced to their subordinates. Depending on their leadership style they can control the involvement of the employees in the decision-making process. 
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This section of the report will have the author of this report investigate their own performance as a coach in a practical exercise they have undertaken for an assessment purpose. They will critically evaluate their act using the Kolb reflection model (Kolb, 2015) and identify what went well and what needed improvement. The author will also present a personal development plan (PDP) that will identify areas in need of improvement and suggested actions to achieve them (The Open University, 2021) (The PDP table will be in the “Appendices” section of the report). The following section will be presented in the first person.

· Experience – a scenario of a coaching session needed to be created and delivered for assignment purposes. I had to join a team of three or four people and play the role of a coach/coachee/observer. As the concept of the coaching session was left to my decision, I decided to go for an issue that has affected me in the past – struggling to combine work/personal life and the issues arising from it. I have decided to undertake the assignment with my colleague Paige and have her as my coachee where we discussed her inability to cope with the departure of an experienced colleague, moving home further away from the workplace, and the overload of work she was facing. To tackle her issues, I have suggested her to enrol in a flexible working scheme, create a personal calendar and encouraged her to suggest a way to offset the increased workload, which she did by suggesting coaching/mentoring a new employee in the department.
· Reflection – I believe that the questions asked were largely appropriate. I think that I have used open-ended, close-ended, and probing questions in my work, and they were appropriate. I also believe that I asked for the coachee’s permission when asking personal questions. Although, I believe that I could have done more to allow Paige to feel more comfortable in the ordeal. 
· Conceptualization - overall I think the coaching session went according to plan – the required questions were asked, I was within the time allotted for the session, and Paige did a good job executing her part of the assignment. However, I could find some issues within my performance such as:
a. Lack of appropriate pauses – our conversation looked too scripted. A more 0appropriate use of pauses would have been beneficial.
b. Eye contact – I could recognise my personal lack of eye contact when talking to Paige. My sight was mainly focused on my notes.
c. Body language – I believe my use of body language and gestures was insufficient. More of it could have shown a deeper interest in the issue we were investigation.
d. Taking notes – I believe that not enough notes were taken. In a real-life scenario the coach would have recorded much more of the details shared by the coachee.

· Experimentation – before I must undertake such a task again in the future, I will focus on being more empathetic towards my coachee (mainly with my body language and eye-contact). I will also try to keep my focus on the person rather than my notes and try to make them feel safer and thus allowing them to be more open when sharing. I would also work on the questions I ask so I could make them more specific and attempt to get the most out of the conversation. 
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As evident from the main findings of this report, change is very important and obviously needed and certain within a business environment. It was shown that often a coach or mentor (or a person with a more specialised knowledge) is required to guide employees in the right direction and help them reach their full potential. This should be done as it is seen as a long-term investment in the human resources of a company. The report has investigated the benefits and negatives of having a line manager as a coach (Internal coach) and having an external one. The author has also expressed their thoughts on their performance as a coach wile delivering a coaching session and provided a personal development plan with areas of improvement and actions needed. In conclusion, the author has shown how change could be both immensely valuable and destructive for a business and it always comes down to its management and it is up to the leaders coach and mentor their employees throughout the process.
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	actions
	deadline
	outcome

	Lack of pauses
	I believe that in a real coaching situation I will be using enough pauses as I will have no prior knowledge of the issue at hand
	N/A
	A more natural flow of  the conversation

	Body language
	I will learn from experienced coaches online. I will also seek critical feedback from my colleagues and peers
	I will try to achieve this within the next year
	I will be more certain In my abilities to coach

	Taking notes
	I have noticed that taking notes takes away from my ability  to listen deeply. I believe that I could make use of a voice recording device
	1 week
	I will be able to better focus on my coachee and I will be able to review our conversation if I need to
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