BMSK5002  Task 1 (30%), 1500 words
Critically evaluate development vehicles available to an organisation appropriate to the development needs of the individual. 
This essay is based on the development vehicles applied by Tesco and Nuclear Decommissioning Authority (NDA).The number of development vehicles are applied by organisations like motivation, performance, engagement, training, personal development, learning organisation, appraisal, conflict in work, reflection, etc, which plays a significant role and impacts on the organisational as well as the employees  individual developments in order to  enhance their benefit are critically evaluated and are in bold below. 
Motivation: Motivating people  and developing a successful workforce to enhance productivity and creativity can prove to be a very crucial role for management. It can be prominent in influencing an individual perform in a certain manner which combined with their own skill and ability can help improve upon their performance. Motivation can help people achieve their goals, gain a positive outlook to their private and working life, create the will to change, help them manage their own development as an individual and help them to achieve a positive morale in their life.  
Motivation can play an important role in individual and organisational performance. It is highly complex, many researchers have studied about motivation from several dimensions and developed some theories. Mitchell (1982) defined motivation as, “Degree to which an individual wants and chooses to engage in certain specified behaviour”. Taylor defined motivation is “the willingness to apply one’s efforts towards the achievement of the organisation’s goals, while concurrently an individual need is satisfied” (JAMBA, 2017).
There are some factors which help to motivate people to work such as, financial rewards (like wages/salary, bonuses). Good working conditions (like flexitime, holiday entitlement, training and development opportunities, sickness and maternity leave/pay above statutory minimum). Additional benefits ( like company pension, car, private healthcare, subsidised child care and canteen, gym membership etc). interesting and varied work, Appreciative and open environment, opinions and effort valued, team ethos and spirit, sense of belonging  and psychological rewards.
 There are two types of motivation theories which consists of Content theories and Process theories. Content theories focused on the factors that may account to what motivates an individual whether it is intrinsic, such as a challenging task or to be it extrinsic, such as a raise. Meanwhile process theories focused on the concerns of thought processes that can influence the way that we behave. Two process theory can be identified.
· Expectancy theory 
· Equity theory
There are different ideas and theories that have been given by different theorists such as F.W. Taylor(1999) who gave early ideas on motivation (scientific management-‘economic man’). Employees motivated primarily by money. It is important to ensure jobs enabled maximisation of earnings. Jobs had to be examined scientifically to establish the ‘best’ method and ‘best’ worker. payment by results. This idea tries to show that money could  motivate people in a work place. In other ideas given by the ‘social man’(1920s), The Hawthorne Experiments that workers studied over a period of time influenced the change to rest breaks, start and finish times, refreshments, payment schemes, lighting which helped increase productivity by 30%, and rewards should be seen in border context. It show that flexitime and working environment could play another vital role for motivation.
Maslow’s theory of motivation is one of the most famous Maslow’s Hierarchy of needs, Maslow  is one of the several popular and important theorists who studied the motivation of work. Fedrick Taylor’s scientific management approach and Herzberg’s two- factor theory of motivators include hygiene or maintenance factors that can play an important part in how to motivate people in the work. Just look at Maslow’s Hierarchy of needs which was published in 1943 by the American psychologist Abraham Maslow. Maslow stated that people have five sets of needs, which come in a particular order. This approach to human needs has been hugely influential in determining how motivation in work is used (Owen,2017).
The essential argument determines the needs, there are five levels of human needs, all are those that the employees are finding the need to have to fulfil of at work. Work up the hierarchy of the bottom, only once a lower level of need has been fully met before the next need becomes important to an employee or worker therefore  in terms of motivation of work when a business  needs to do try in finding a way to  offer incentives to employees in order to help them fulfil each need and when they are met they turn and progress up the hierarchy of needs (Owen,2017).
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There are five core levels of Maslow’s Hierarchy as shown in above hierarchy diagram, it is a developmental psychology theory proposed by Maslow(1943). This theory puts forward the idea that individuals move through a basic numbers of hierarchical motivations, in a unique order, based upon both physiological and psychological needs. These needs to which Maslow referred, in order of importance, are: Physiological, safety, belongingness, love, self-esteem, and self -actualisation. It is important to mention here that the Hierarchy of needs is often represented in literature as a pyramid. At the bottom there are physiological and biological needs which is the basic level of needs like food, shelter, drink, warmth, sex etc. once such a level meets people then look toward the next level of needs  safety, like security, safe working environment. When people achieve that level of assurance or level of needs then look for the higher level of need the social needs. When people feel safe and have basic needs, they also want to be part of something such as belonging in a team or a part of business. They also want to be feel wanted and appreciated as a key part of the social need. When that need is met then they want to move even further up the hierarchy and still try to achieve the needs of esteem. Esteem is about self -respect and about when people reach  the level of esteem then they have feelings about skills and abilities that they recognise and also feel that they have some status of work. When that is achieved ,then they still have needs that Maslow recognised as the relative few who eventually meet at top of the hierarchy that is the self-actualisation. This is going well beyond the need for being a part of the team and belonging this is about status and intellectual needs,  fulfilling potential of stretching achieving the targets(Owen,2017).

Process theory: According to process motivation theory, “Don’t automatically assume a link between job satisfaction and performance, but do assume a link between motivation and  job satisfaction and performance”.
Vroom’s Expectancy Theory:  Vroom’s Expectancy theory management was postulated by Victor Vroom in 1964 and was modified by Porter and Lawler in 1968. The expectancy theory states that a worker will only make progress when they have sufficient expectations that their work will lead to the preferred outcome. The expectancy theory predicts that the employees of an organisation will be motivated if they believe that striving for more effort can output a better job performance which can result in organisational benefits such as a pay raise or benefits which are highly valued by the employee. Vroom had realised that the relationship between an individual’s behaviour and their goals at work at work was not as a simple as scientists had imagined at the time. Vroom had found that an employee’s performance is based on individual factors such as personality, skills, experience and abilities. In order to enhance performance within a workplace, managers need to ensure to implement reward systems that tie rewards very closely to performance.  
These  are Practical measures based on expectancy theory.
· Work out which outcomes are valued by employees.
· Decide what kind of performance is required by from employees.
· Ensure that the desired level of performance is achievable.
· Tie in the desired outcomes with the desired performance.
· Check the situation for any conflicting expectations.
· Ensure that the outcomes are seen as sufficient rewards.
· Check that the system is fair and seems to be fair.
These are the precepts that can be translated into practical measures…
· Pay and reward systems should be designed which reward the performance efforts by employees.
· Jobs must be flexibly designed to take account of the needs of employees.
· Managers must be trained to set clear and achievable goals, which are clearly linked with the reward system, and use positive reinforcement of desired responses.
· Motivation throughout the organisation must be regularly monitored.
· Flexibility should be built in to allow employees to choose their own rewards.             (Nadler and Lawlor, 1977).

Engagement: Engagement is one another important development vehicle for the workplace and the individual. The term engagement is described and defined in different aspect and way  by different researchers and writers. CIPD defined it , ‘ Employee engagement brings together a range of concepts, including work effort, organisational commitment, job satisfaction, shared purpose, energy and ‘flow’” and numerous definitions exist each with a different emphasis.
According to Bakker, Schaufeli, Leiter, and Tari’s Work engagement is a positive, fulfilling, effective-motivational state of work-related wellbeing that can be seen as the antipode of job burnout. Engaged employee have high level of energy, and enthusiastically involved in their work(Bakker and Leiter, 2010).
A CIPD report shows  that employees can be engaged with different aspects of their work, job itself, a particular task, relationship with colleagues, the organisation, the people outside the organisation, e.g. customers. 
As a largest private sector company to achieve objectives, make better place to shop and more engage work force, employee engagement in Tesco optimised by using two way communication and applying  other methods of motivations. (Nelson. 2012).
There are several initiative to applied for an engage their work force as well as maintain transparency within the organisation, 
According to a survey report by CIPD (2015) spring shows that the engagement level of British employees who are women are more satisfied than their male counterparts in the workplace and also employees are more satisfied in the private sector than in the public sector and in voluntary and the most satisfied in microbusinesses. The result from 2014 show that 39% of employees are engaged, it’s a small increase. The numbers of disengaged employees has been declined from 4% to 3% in 2014 autumn.
 According to  Macleod and Clarke(2009),there are four key drivers for engagement, such as leadership, engaging line managers, employees voice, and integrity. Robinson et al.(2004) described that the sense of feeling valued and involved are essential for driving the engagement of involvement in decision making, freedom to voice ideas, to which managers listen, feeling able to perform well, having opportunities to develop. Feeling the organisation is concerned for employees  health and well-being.
Engaged employees are more  loyal, productive and effective for the implications for the HRM. They are less likely to leave, more likely to recommended the company to friends and only miss an average of 4.63 days per year.
Some disengaged employees are still productive but not psychologically bonded to the organisation and are susceptible to defect to other employees. Generally most of the disengaged employees are physically present and psychologically absent. They share with their colleagues many reasons for which they believe their organisation is poor place to work, less collaborative ,less innovative, and have a higher absence rate.
Performance management:  Performance is an essential behaviour, because when a person performs, he is  doing something that means he is behaving. Even if all things are equal,  the performance level of different people becomes different because their performance levels are different. Performance management is defined as, a systematic process for improving organisational performance by developing the performance of individuals and team. It means that better results are achieved from the individuals, team and organisation by understanding and managing performance within an organisational planned goals, standards and competence requirements. The process established exists in a shared understanding that is to be  achieved through managing and developing people in a way that increases the probability that will be achieved in the short and long term plan. Line managers are responsible for to owned and drive it.( Armstrong, 2015)
According to the Lloyds Banking Group, “when done well, it ensures that we are all clear about what success looks like and the part we play in delivering this success.”  The aims of strategic performance management include tasks such as setting the goals which are explicitly designed to align an individual objectives with the organisation’s strategic objectives(Armstrong 2015). Different theorists and organisations defined the performance management in different way.
As West Bromwich Building Society ‘Maximising the potential of individuals and teams to benefit themselves and organisation, focusing on achievement of their objectives’(Armstrong, 2015)
The main aim of the performance management is to establish a high-performance where individual and team takes responsibility for the continuous improvement of the business process and for their own skills and contributions within the organisations provided by effective leadership, focusing right people in right place at right time. Different organisation and people described the aim of the performance management in different way such as; Lee, described the main aims of the performance management are to correct poor performance, to sustain good performance, and to improve performance. In other hand Shields, mentioned about it to communicate to employees the strategy goals of the enterprise and to specify what the organisations expects in terms of behaviour and results(Armstrong 2015).
There are some core concerns of performance managements, such as concerns with outputs, outcomes, process, and inputs. Concerns with planning, measurement and review, continuous improvement, continuous development, communication, stakeholders, fairness and transparency.(Armstrong,2006)
Winstanley and Stuart-smith suggested that there should be, respect for the individual; mutual respect; procedural fairness; transparency of decision making which are four ethical principles in performance management(Armstrong, 2006).
As defined by William Deming performance management is a natural process of management, it consists of  some basic activities: plan, act, monitor, review. This sequence of activity can be expressed in a continuous cycle.


Deming’s cycle shows resembles the cycle for the continuous improvement  defined by the William Deming.(Armstrong 2015). 
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[bookmark: _Hlk532057832]Training: It is an organised activity designed at conveying information and/or instructions to improve a people’s performance or help them to acquired level knowledge or skills.(businessdictionary.com) . which helps to people to improve their knowledge , skills, attitudes and behaviours. 
There are numerous famous concepts and proverbs about the trainings, such as ‘Give a man a  fish and you feed for a day ;teach a man to fish and you feed him for a lifetime.’ ‘to learn a lesson is far better reward than to receive a gift.’, ‘It is better to help to yourself than to beg from other.’ (Chinese proverb, by Lau Tzu) “ If you always do what you’ve always done, you’ll always get what you’ve always got.” Henry Ford(1963-1947)
Training can be simply defined as the acquisition of knowledge and skills in order for a person to carry out a specific task or job. Training benefits organisation and employees in several ways. It helps to increase the sense of ownership of employees in the business. It helps to develop more organised, productive and flexible employees and helps to helps to fulfil internal and external customer’s needs. It also supports the empowerment of new skills and abilities like decision making which is more effective. Tesco provides its employees both on-the-job training method applying shadowing, coaching, mentoring, job rotation, or secondment. Trainings are directly relevant to work, this type of training has several advantages such as  cheaper than off- the-job training, easy to observe the progress and easy to help the problem arise to resolve them quickly, employee is still working during the training so it becomes productive, and employee puts learning in practice. Off- the-job trainings are applied by Tesco for the training in specific new skills or for developing individual, such an areas like team building and communications, or organisation and planning.( The Times 100)
Organisational business image also benefits as customers are more confident in competence and knowledge of staff. This in turn helps the organisational growth.(The Times)
Training can also play great contribution to achieve the organisational objective and also helps to achieve its goal easily. It helps in reducing costs and enhancing profitability, it also plays a significant role in provision of service, customer retention, technical innovation, adding value. It supports the survival or growth of business-sustainability. Increases employee loyalty, succession planning, enhanced cooperate image., flexibility and adaptability to change, coping critical incidents problems and opportunities.
Training provides the opportunity to gain or improve relevant skills or knowledge for the  employees such as: improved skills-multi skilling/ greater flexibility. Enhanced performance and efficiency. Increased profitability. Less mistakes- better quality of output. Fewer complaints-happier customers. Enhanced reputation. Less accidents-health and safety improves. Improved morale- less absence and labour turnover. Everyone benefits- the organisation, employees and customers.
Modern training methods are provides on different four stages as a systematic training cycle, first stage identify the learning needs, then in second stage design the training, in third stage deliver the training for the targeted people finally in stage four evaluate the training after practically application.
There are different types of training needs in different workplaces and environment, so according to its need it should be analysed on the right and effective way because training needs can be defined the gap between what people should be achieving and what they are actually achieving. It should be properly evaluate required level of competence and present level of people then need to be provided further training according to needs. It can be intervened formal or informal way. So the trainings involves at work is ‘on the job’ trainings.it is the best way of learning practical based skills, usually instructed by colleague, trainer or manager. It is provided by different methods like coaching, mentoring, secondment, job rotation, internship. This methods are practically quick, convenient, cheaper, and fear of getting it wrong.  ‘Off the job’ training involves joining courses and training procedures away from the work place like  vocational courses,  courses of colleges and  universities class room programs. Distance learning and video conferencing, simulation and role plying  are the off job trainings. It includes the opportunity to meeting other people in similar roles and discussing new ideas. This type of trainings are costly, time consuming, less distractions, learning might not be transferred. 
Task 2 Critically assess the potential benefits to the organisation and the individual of personally developing individuals in the workplace.
Benefits of motivation.
There are numbers of potential benefits for the individuals and organisational benefits from the motivation in the workplace.
Individual benefits
A motivated employee can perform much more better performance level and productivity, so there are more chances of promotion, reward, pay raise, further essential trainings and other benefits as well to engage the performer in the organisation, which helps to achieve self -actualisation or esteem of employee it also supports to make better job or working environment and happy in the work place.
Organisational benefits:
Motivated employees are highly benefited for every organisations such as: It helps to increase the employee commitments to work which helps them to put their best effort in the that are assigned to them. Motivation also helps to improve employee satisfaction level which can lead towards a positive growth for the organisation. It also helps to ongoing employee development that facilitate a employee reaching his/her personal goals, and can facilitate the self -development of individual. When employee meets some initial goals ,they realise the clear link between effort and results that helps them to motive to continue at a high level. Motivation also helps to improve organisation’s employee efficiency level based on their abilities and qualifications. For the organisation to achieve a very best results, an employee needs to have a good balance between the ability to perform the task given and willingness to perform task, which helps to increase the productivity and an improvement in efficiency. such as in a case study of NDA shows  that motivated work force enables to deliver safe and suitable solutions to successfully organisational work.so the motivated work force helped to the organisational benefits in several ways. NDA believes that motivation is the energy and contain of individual or group to perform a task or work to the organisation. Basically it affects almost every aspect of business.
· Motivated staffs works harder, completes work in less time  so to reduce labour cost.
· Increase the productivity of business.
· Helps to increase higher standards of quality.
· Motivated staffs care about their work.
· They learn and transfer more ideas.
· Less likely to causes of accidents.
· Less mistakes.
· Less involved in conflicts.
· Helps to positive impacts to customers and stakeholders.
· Less resistant to change and require less supervision.
· Organisational performance both qualitative and quantitative became higher.
· Mutual trust between employee and management became higher and became higher level of engagement.
· Less staff turnover which helped  to save money from hiring and induction expenses.
· Helped job engagement and job rotation according to company needs.


Tesco, as one of the British largest retailer and worlds leading organisation, it is very important to motivate its over 468,000 staff providing them job satisfaction, work life balance, and to run the  company giving customers satisfaction to support its growth, Tesco needs motivated, flexible, well-trained, and who can recognised customer’s needs.(The Times 100, 2018). 
To motivate its staff Tesco providing them by increasing their knowledge and skills and job satisfaction through training and development programs and providing relevant and timely rewards and recognitions.
Tesco escalate that employees are unique and have diverse lifestyles outside of work. To this end support staff with a work life balance and offering rewards then providing flexible time, free health benefits, discount gym membership, competitive salaries, staff discount, and company share options. Which help to increase the motivation level of staff.
Tesco believes it is important to create trust and respect giving the values and providing realistic goal creation good working environment for employee supports to increase the  motivation. A motivated member of staff ‘works in partnership with others to achieve individual and team objectives’.
‘Employee reward program’ in Tesco is similarity with Taylors theory. It is one of the motivating factors as described by Taylor. However there are factors other than money which motivate people in both their personal and working lives(The times 100, 2018).
The  staff to take part in a staff satisfaction survey called view point also helping Tesco by offering right things to its staff to keep them motivate. Such as Which helped for retaining of  lifestyle break and career break staffs and pension scheme and awards are clearly defined long term benefits.
Mayo’s theory also applied in Tesco to motivate their employee I-I discussion with manager, company wave site, newsletters,  formal appraisal and Team meeting with line managers creates the good communication environment which helps to motivation of staff. (Business case study, 2018). There are many trainings and development programmes are operated in Tesco for staffs which promotes motivation. These trainings are fundamental trainings for the job as well as also includes leadership trainings to grow within the company. It also emphasise the personal development and implement a system of 360 degree feedback. This kind of personal approach helps staff to reach their full potential by encouraging self-assessment and provides them to advancement of ongoing trainings which helps to individuals to take their responsibility and development. This two way relationship increases the employees commitment to the value of the company, works partnership with others and that helps to improve the business.
Maslow and Herzberg motivation theories are applying by paying attention to hygiene factors and by enabling satisfiers. Such as motivating, empowerment of staffs providing by appropriate and timely communication ,by dealing responsibility and involving staff in decision making.
Developing a god working environment, provide regular and fair payment, providing restaurant facilities and private locker supports to meet the physical/ basic needs of Maslow’s hierarchy. Formal contract and health insurance policy supports the security needs, working in a group at different levels inside the organisation with different people as a team, the opportunities of special offers in parks gym membership supports to fulfil social needs. Praise for work hard and celebrate achievement and emphasis toward self-respect and respect for other helps to supports self-Esteem. Tesco also gives several personal development offers to its employees which support them to enhance their skills and talents to reach higher level this kind of activities shows that self-actualisation of Maslow’s theory.( https://www.slideshare.net/TareqMDaoudi/the-applied-motivation-theories-in-tesco).


 As Federica Taylor  explain motivation at work saving the need for a scientific approach to improve productivity by breaking down work in to simple repetitive tasks and to pay workers strictly by results and became very successful in mass production industries. But today most of the knowledge based industries like NDA is trying to use the workers physical as well as their commitment, ideas, and innovation too.(The Times 100, 2018).
In the other hand  as Abraham Maslow gave an idea about ‘Hierarchy of needs’ that how people motivated. He suggested that people are motivated in different things or needs and when once a level of needs meets or satisfied then it losses its power to motivate and next level of needs takes over. It is recognised by leaders  and managers of NDA and used this theory in the company for example they used pension schemes which helps to fulfil safety needs, training opportunities, management development programs and promotion may be helps to reach self-actualisation process.(the times 100, 2018).
As  Douglas McGeorge described two distinctive types of theory of management(X and Y Theory). In X theory management believes that worker needed discipline- a Taylorism and authoritarian approach. Second Y theory saw self-motivated employees with complex needs and natural urge to be creative this view is shared by DNA, whose employees need to be self-motivated in work plane and ready to accept high levels of responsibilities. (The Times 100, 2018).
NDA demonstrated its values providing the setting for motivating its employees which includes always acting safely and responsibly building talent and teams being open and transparent challenging themselves and their competitor ,   confronting problems delivery what they promise, learning from experiences, this module allows both Maslow’s lower and higher level of needs. To met by providing safe secure environment and good condition,  increases skills and developing talent and challenging people to improve. (The times 100, 2018).
Engagement 
In Tesco there are so many programs and activities are conducted to engage and motivate employees in their work, such a scheme and activities, like pension, healthcare ,holiday. work life balance policies, company car, share schemes, are very important and effective tools applying  to engage their employees in their work, that benefits for employees and company both.(Lovewell-truck D. 2007).
In the organisation the recognition stakeholders,( shareholders, supplier, customers, community, and colleagues.) their concern and involvement in the decision making process them with engaging them to organisation is one of the most important and challenging task for the management. a report shows that  numbers of activities undertaken for organisational engagement such as meetings, roadshows and conferences are held in different level regularly, for the consultation and engagement Remuneration committee held meetings to consult major investors of company’s proposed remuneration policy. Tesco also given an opportunity to question the board on being proposed at AGM.  Tesco using its website to communicate its stakeholders. The results and regular announcements are regularly presented. These types of programs helped to organisational engagement. (Tesco Annual Report, 2018 ).

 Benefits of Performance. The performance management system in Tesco helped to develop higher level of motivated staff in work and increased the productivity. It also heaped to its staff to define and achieve the goals that helped to company to achieve its goal(Moorre.2013). organisation and employees both are benefited by performance management ,but because of reward system the internal competition among the employees became increased so to solve the problem need to develop an organisational culture where employees can be realise and understand the benefits and importance of performance management 
Benefits of Training
Individual benefits of training.
There are so many  individual and organisational benefits of training as a case study of Tesco , training is the acquisition of knowledge and skills for the employee to carry out a specific task or job. It gives benefits to the employee in several ways such as:
· It helps them to increase the sense of ownership in the work place for employee..
· It supports to become more organised, productive, flexible and better to meet the internal and external needs in work place.
· It helps to develop new skills and abilities in areas like problem solving and decision making.
·  It helps to develop the performance level of the worker that helps them to allow to take next career step. (The Times 100, 2018)
· According to Sinha(1997), ‘training needs are determined on the basis of job performance. The selection of training are based on criteria other than job performance and who maintain good relation with higher management as a reward for their loyalty. It supports for the further career development of the employee. (Mabey and Finch-Lees 2008). 
Organisational benefits of training.
Training basically focus on technical skills and knowledge but it is much more important for organisational benefits that helps to develop new skills of the employee to provide positive and effective customer service.
It also helps to improve individual and organisational culture awareness particularly supports to the global business such as British Gas , Tesco.
It helps to employee for their personal development which helps to develop positive, productive and valuable employee for the organisation in long term. 
Retaining existing staff by giving training is much more better and valuable than recruiting new staff.
It helps to increase the motivation level of the staff.
Motivation theories suggests that training and skill development program helps people to do their job well , supports them to grow their abilities and greater responsibilities, this makes them more effective in their role. In this way with the help of training  flexible, trained and adaptive and ensuring with right calibre of staff could built management team for the future.
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Task3: Develop a plan to meet identified development needs and expectations  of an individual.
There are some areas identified development needs to be improved by applying development plan to fulfil individual expectations and to achieve organisational goals in the workplace. 
	Objective
	Measures 
	Priority 
	Internal
	External
	Review
	Other comments/ summery


	Costumer service.
	Feedback and customer satisfaction./costumers happy or not smiley.
	high
	Monitoring and training.
	Use SurveyMonkey tools 
	weekly
	Costumers feedback./ pin point negative impacts.

	Improve IT skills of staffs.
	Identification of inter dependency and performance level of staffs.
	high
	Monitoring, shadowing,
Active learning.
	Vocational and college class 
	4 weeks
	Opportunity to learn, practice and perform.

	Improve communication skills
	Watch employee engagement level and encourage ideas and creativity.
	high
	Training, coaching, learning by doing.
	
	1 Week.
	Optimise interaction

	Improve Health and safety issues.
	Observing incidence records and issues.
	high
	Training, monitoring, shadowing.
	
	6 weeks
	Pin point issues and plan accordingly on need base. Introducing maintaining  system.

	Hygiene 
	Supervision, monitoring and feedback.
	high
	Training 
	
	
	Regular monitoring and recording the sensitive areas.

	 Improve Time  management
	360-degrree feedback. Monitoring.
	high
	Interaction.
	
	
	Using quantitative method

	Improve relationship with staffs
	Satisfaction, innovation and commitment.
	high
	Briefing and feedback, Meeting and interaction,.
	
	weekly
	Appling different methods of communication style and feedback.



Customer service can improve listening to costumer taking time to find out what they want. Need to try meets costumers expectation at all times by delivering a high quality service. Review costumers satisfaction by regularly asking feedback and way to improve services. need to focus on flexible responsive to changing costumers needs ,adapting quickly to different business requirement.
To improve  effective communications skills need to apply for inspire commitment and motivation to deliver best  result for this need to share vision through words communicating confidently and clearly by verbally and written. Listens and other feedback given, and adapting internal and external demands in order to meet the needs. Be sensitive and aware with the non-verbal communication that portray other. Need to deliver organisational message the integrity with constructive and helpful way.
To improve time management, need to manage own behaviour to achieve result and maintain effective working relationship with others. Need  to manage time effectively set priorities of task is important to meet the goals.
To develop relationship, need to review on how people feel working together, pinpoint any conflicts or issues. Need to check peoples motivation level and need to check how they are involving. This helps to develop a mechanism for reviewing against individually or in group, which helps to develop effective team.(Ryan, R. K C. (2008). 
’ 
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