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1. [bookmark: _Toc71323367]Introduction

This report will present Mitie, founded in 1987, as the cleaning division of the UK’s leading facility management and professional services company, based in London. It summarises the background and the process of the necessary training of 8 cleaners working in one of the company's office buildings. Why the training is needed, what methods will help, and how it will be carried out.
 This study attempts to analyze the course of this and its subsequent success or failure. For the analysis, it uses the importance of trainings, the ASK ( Ability, Skills, Knowledge) concept,  the Five Principle of Learning (partitioning, repetition, relevance, transference, feedback), and the nine steps in the training process ( assessing training needs, preparing training plan, specifying training objectives, designing the training program(s), selecting the instructional methods, completing the training plan, implementing the training program, evaluating the training, planning future training).



2. [bookmark: _Toc71323368]Company context

As already mentioned above, this report is about the London branch of Mitie, a large company founded in 1987 that provides cleaning services nationwide. The Mitie most of its cleaning services are located in the London City and Canary Warf office facilities. Due to the large number of employees and clients, the office buildings are divided under the hands of several senior managers in each region, who are responsible for serving a certain number of clients. Additional managers work under them. These managers keep in touch with the cleaning staff on a regular basis. (Mitie.com, n.d.)

2.1 [bookmark: _Toc71323369]Mitie culture
London is already known as a multicultural city where several nationalities live together. Mitie is proud of the diversity of the company's workforce, which is reflected at all levels of the workplace. Its employees include many people of African, South American and Eastern European descent. This is also proudly advertised on their introduction page.
„We believe our diverse workforce makes us stronger, introducing us to fresh ways of thinking. We also believe everyone should have the opportunity to progress. Our colleague networks offer members a safe and confidential space to discuss issues affecting them, help improve our policies and procedures and keep in touch with external policy developments.” (Mitie.com, n.d.)


3. [bookmark: _Toc71323370]Purpose of training planning
[bookmark: _Toc71308199][bookmark: _Toc71308366][bookmark: _Toc71312677][bookmark: _Toc71312758][bookmark: _Toc71316703][bookmark: _Toc71323167][bookmark: _Toc71323371]Contradictions arose between the cleaners working in one of the office buildings. The building is open 24 hours a day, so there are still office workers there during the evening cleaning. As several nationalities work together, language barriers as well as cultural differences also cause problems. Eight cleaners work on 4 floors, two on each floor. There are floors with two different cleaning staff who do not speak English. The supervisor is the only one who speaks English and his own language, which also does not cover the mother tongue of all the cleaners. This already affects the daily work and the resulting tensions are also witnessed by the office workers, which does not reflect well on the company. Another problem is that it is difficult to explain the correct use of cleaning products and the Health and Safety related to the work. Due to language deficiencies, it is not certain that cleaners understand everything that could be dangerous. For example, this can lead to life-threatening problems such as not using the right chemical or mixing two chemicals that together could cause an accident or death. Therefore, the management decided to hold a training in which they would try to solve the basic teaching of English together with a team building and professional cleaning training. 
The same problem does not only exist in this office building, as little or no English is a problem in many other office buildings. This brings with it the other problems mentioned above. The company sees the need for conflict management training for managers, where they learn to deal with these situations effectively.


4. [bookmark: _Toc71323372]The cleaners and managers ASK model

„Through educational and training activities, a person can acquire new knowledge, develop new skills, or form a new attitude. Typically, most training and educational programs have focused on the development of knowledge and skills, as those are the ones that are most observable and easiest to measure. Attitudes, ont he other hand, are adressed the least by traditional training and educational programs because they are the most difficult for people to develop, and are the hardest to measure for result.” (Thepeakperformancecenter.com, n.d.)

Attitudes: a way of thinking or feeling about something and/or someone. It can have a significant impact on how one feels about a situation. A person's attitude is difficult to change, as well as gauging their feelings about something. It is the most difficult of the three factors to change.

Skills: skills refer to the ability to physically perform a task. This usually becomes a skill through the transfer of some knowledge.

Knowledge: To develop, need a basic knowledge of the subject. Knowledge can be measured in writing or orally, where the person can give evidence of it.

4.1 [bookmark: _Toc71323373]The cleaners ASK model
Employers are keen to invest in training that they can expect to develop their employees, which will also have an impact on their performance. Research has shown that the benefits of skills training are twofold, improving not only individual productivity but also the willingness of employees to cooperate. „An employee who does not have the resources or skills to help a coworker is less able to behave cooperatively than an employee who does have these skills. At the same time, the social climate or cohesiveness of the team of employees can motivate  employees  to  cooperate.” (Gerwen, et al., 2018) In this case, training, especially team building training, is a great way to bring participants together.

Attitudes: because not everyone speaks a common language, this causes tension between cleaners in their daily work. If the training is successful, it will be reflected in the cooperation between the cleaners and this may alleviate the problems over time. However, as attitudes are the hardest to change, this is likely to take more time.

Skills: in general, cleaners have no problem getting the job done, so they have the basic knowledge they need to get the job done. This knowledge needs to be deepened during the training, especially regarding the correct use of tools. The expected result is a safer and more efficient working environment.

Knowledge: lack of knowledge of cleaning products and how to use them, which they will be able to do more professionally once they have acquired more skills.

4.2 [bookmark: _Toc71323374]The managers ASK model
Managers in many office buildings experience this problem, which can be the source of many conflicts. Therefore, a conflict management training is recommended for them, which is specifically choreographed for this situation.

Attitudes: Currently, managers have difficulties in coping with this situation, which such a specific training would greatly help.

Skills: good collaborative skills, open to learning new skills, good communication skills. Alongside these, the aim is to learn techniques that will help to alleviate and resolve these tensions.

Knowledge: inefficient knowledge of conflict management, which the training is designed to address. Once new skills have been acquired, they apply what they have learned, with the expectation of easier cooperation as a result.





5. [bookmark: _Toc71323375]Training plans

When choosing a training course, it is important to consider not only the material, but also the method of delivery. The method depends on the knowledge you want to develop and the learning style preferred by the trainee. There are three main learning styles:

· „Visual: Learning by seeing or watching
· Auditory: Learning by hearing information
· Kinaesthetic: Learning through action, or by doing”
(Team Editorial Team, 2021)
5.1 [bookmark: _Toc71323376]The different types of training methods

1. Technology- based learning
This type of training, also known as e-learning, has the advantage of being self-paced and can be done by hundreds of employees at the same time. A disadvantage is that it is not always possible to check that the knowledge has been properly acquired. They can overcome this by putting quizzes in the learning material and you cannot progress until you answer the questions correctly.
2. Simulators
It reflects actual situational tasks that you are likely to encounter in the course of your work.
3. On-the-job-trainig
Employees, especially new ones, are immediately brought into the workflow to get an insight into what their job will be.


4. Coaching/mentoring
New staff are trained by a more experienced member of staff. This is a very effective method, providing a supportive environment for the new employee, but with a small sacrifice of time for the mentor.
5. Instructor-led training
This follows the traditional classroom training, which has the advantage that participants can be together, build relationships and ask questions of the trainer. The training also uses a variety of visual tools: video, power point. Breaks are important to avoid fatigue and to maintain interest.
6. Roleplaying
Here, workplace situations are played out by a trainer and an employee. This is particularly useful when dealing with clients and/or difficult cases.
7. Films and videos
Video training is more popular with employees than written training, and is therefore popular. Videos are usually used to demonstrate how to do a job, where receive instructions not only visually but also audibly.
8. Case studies
Participants are given tasks that are real-life situations to solve individually or in teams.
(Team Editorial Team, 2021)


5.2 [bookmark: _Toc71323377]Mitie training for cleaners and managers

	Training types
	Mitie training types
	Used training types

	Technology-based learning
	Technology-based learning
	

	Simulators
	
	

	On-the-job-training
	On-the-job-training
	

	Coaching/mentoring
	Coaching/mentoring
	

	Instructor-led training
	Instructor-led training
	Instructor-led training /cleaners and managers/

	Roleplaying
	Roleplaying
	Roleplaying /managers/

	Films and videos
	Films and videos
	Films and videos /managers, cleaners/

	Case studies
	Case studies
	Case studies /managers/



In the table above, it has been clearly distinguished which of the above mentioned types of training Mitie usually uses and which will be used in this case. As it appears, with one exception, his toolbox is quite diverse, of which the Mitie will use four types in this case.     

The cleaners training
For cleaners, it uses 2 types, instructor-led training and films and videos. The advantage of these two types of training in their case is that for language skills, classroom-based training is better, and they can combine the presentation of chemicals with video projection, and it is also a great fit for team building training. Personal presence is definitely important.

The managers training
Managers can also benefit from 4 types of training, as language is not a problem for them. In addition to the two types of training used for cleaners, they can also benefit from case studies and roleplaying. Case studies and roleplaying are a great way to practice problem solving and conflict management in real life. This also requires personal presence.

6. [bookmark: _Toc71323378]Scheduled Annual review and Performance Assessment Plan

The success of the training is usually monitored on an annual basis, although in this case a six-month period is worth considering. Managers are in contact with the supervisor on a weekly basis, who can provide ongoing information on whether this positive change has taken place. Of course, it cannot expect an immediate result, as this requires a change in attitude, which turned out to be the most difficult to achieve. It is also worth talking to the cleaners at least once a month during a meeting to see how they feel and how well they have learned in the training. Monitoring managers is also possible from these feedbacks, as if they apply what they have learned in training well, it also affects the positive attitudes of cleaners.



7. [bookmark: _Toc71323379]Conclusion

This report examined how Mitie, a large cleaning company, handles conflicts between workers through training. In the present case, this is mostly due to the lack of English, which affects day-to-day work due to unsatisfactory communication. A basic English workplace course and team building training was selected for them. Managers have also been provided with a conflict management training to make it easier for them to deal with situations like this. Monitoring takes place every six months, which takes place interactively between the parties at a meeting at least once a month.
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