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INTRODUCTION




This essay is to critically assess   the potential benefits to the    organisation of developing individuals in the workplace.  Human development, offers training that is beneficial to the company and the individual, as it allows organisations to distinguish the core competencies 
Of staff members within your organisation. We will investigate and examine the expectations and the requirements of people.  In accordance with guidelines and career pathways, we will look at how you administer people.  This essay will also look at managing career development which will argue the benefits using a case study. The case study will also look at managing performance and succession planning.  Recognising the support structures within the organisation.  Techniques for supervision and formal appraisal, methods of ensuring fair and objective assessment and appraisal.  The organisation used in this case study is a leading tourist attraction.  The View from the Shard has a large workforce each department uses the same format for staff appraisals, but different managers will administer in their own way.  This case study will focus on the customer services department, where there is a small but dynamic team of three people including, the head of customer services, on occasions there will be a trainee from within the organisation who works directly with customers on a daily basis.  







BENEFITS OF DEVELOPING INDIVIDULAS
The benefits of developing staff members as individuals in the workplace, not only gives the company an added bonus of staying ahead of their competition, but improving staff core competencies and adding to those, increases the dynamics in the team, and delivers value to the customer or client.  Human resource management contributes to the organisational goals.  According to (Bradley, 2018) human resource management is a strategic process of connecting the human resource function to the objectives that are strategically attached to  the organisation and this will improve overall performance.  Compliance to a human resource strategy that concerns itself with the organisation's mission on a larger scale and goals, has numerous benefits and advantages for the company.
The evidence of strategic human resource management is that an organisations policies and procedures that are associated to personnel must fit into the wider strategic plan of the organisation. By developing the link between human resource and strategy has a distinctive benefit of helping the organisation to appraise its current human resource policies and to substitute outdated or ineffective policies with those that indorse a better working environment and also employee relationships.  
Five potential benefits of developing individuals in the workplace are; 
Diversity, diversity has the factors of gender, race, and age.  There are qualities that we all own that can be considered a common factor.  Within these common factors we have a variety of cultural backgrounds, our performance is based on the strengths and beliefs that we have instilled in us as we go through pathways of life and education.  These factors will have traces of our personal decisions and reflect the way in which we perform within our organisation.  It is vital that organisations employ people at dissimilar stages of their lives as this will merge various types of creativity aspects, that will keep the company current and ready to convert with the constantly changing environment that affects our work life and private lives alike.  This will help the organisation focus on innovation to make a difference.  Having a diverse workforce means that the opportunity for global expansion and having an open policy will attract new business from overseas.
The View, has a large diverse workforce, they benefit the business in many ways, for example, the View is a tourist attraction which entices many cultures to visit, from around the world, as it allows them to see London from a different perspective.  As some of the visitors do not have English as their first language, it is highly likely that one of our ambassadors will be able to translate any information that the visitor requires.

  Training your staff regularly highlighting their strengths, but focusing on their weaker areas in relation to developing core leadership skills, or individuals that show a talent in the operational fields, individuals are able to create a constructive way to action their everyday work tasks to improve efficiency in the department.  The training vehicles within the View are; training opportunities that enable staff to move up within the company.  Appraisals identify the areas that need work, to allow the department to reflect on where your efforts should be best placed.  Introducing new technology to process customer requests more effectively means that staff are able to grow with the changes in technology.  Communication, by way of the phone system is important as a large, age range of our visiting customers that use our business fall into the category that are not inquisitive to update to new forms technology and communication therefor having standard procedures and documents that ensure all customers are given a first class service.  Social media, comments and queries are updated rapidly, working in the customer services department, means a crucial part of the training, means you need to be equipped with the answers that will satisfy the customer, and defuse any negative feedback, as it reaches a wider audience, that means using the computer system as a tool to answer live feeds, prepares you for answering queries efficiently.  The advantage with using hardware is that you may phrase responses to suit the individual and add a personal touch.  The customer services use standard operating procedure documents as a tool for all staff members.  These documents help you maintain a level of confidence when you are assisting customers. 
Flexibility, this is a useful asset any individual can possess. As stated by (Specialist, 2018) it may be necessary to streamline your workforce, the changes in technology and an ever changing market are some of the reasons why your company may benefit from a flexible workforce.  There is not as a standard procedure for flexibility in the organisation, but there is definitely advantages for adopting a flexible attitude.  The View utilise the staff they have, therefore being able to move between departments with skills that staff may have attained previously, benefits the organisation.  An added bonus is, if a member of staff is flexible it keeps staffing costs low, which allows the organisation to spend money in other areas that may need attention.
Standard working procedures, in the 1920’s previous development styles, followed a scientific management theory, where the focus was the best methods of work determined efficiency and placing the right person in the right job.  This argument is backed up by (Hawkes, 2003) Standard operating procedures confirm the quality and efficiency of the organisation and a unified procedure reduces gaps in communication, because the policies are a written document.  New employees are trained using this document, it is also a tool of reference which is important.  It is also beneficial to have operating procedures nearby work stations so that staff may access them.  The View customer services department, have witnessed how beneficial it is, having standard operating procedures.  There are times when we have had the payment system failure, as we deal with a global clientele the permanent staff are extremely busy refunding double transactions.  This is a crucial time where a temporary worker will use the standard operating procedures to run the general information line and respond to emails in the customer services inbox of which, there hundreds to answer on a daily basis.
Ability to progress within the company.  According to (Doyle, 2018) the most profound question that you will be asked at an interview is, how you will contribute or add value to the company, this question may be asked within the organisation where you are hoping to move departments  internally or externally at a different organisation. This question will give you the opportunity to enlighten an interview panel of what makes you the best candidate, how will you be of benefit to the organisation.  The training that you receive in your organisation will decide how you answer, including any jobs in the past that give you a concrete work history.  
A department or an organisation, will want to know your accomplishments.  Have you implemented any changes in the past?  Your answers must be focused around the organisations goals.  The view, tourist attraction, took great pride at seeing employees progress within the organisation.  A training program that gave employees with soft skill jobs an opportunity to improve their hard skills in the administration department on a rotation basis, lasting three weeks.  The company is able to benefit and so does the employee.

Managing people, and why it matters. The purpose for starting a business is to make profit, by cornering a specific area of the market, which means business success, organisation dynamics, offers different learning and working styles allows us to learn from one another, culturally we can all bring something different and appreciate what others have to offer, this may mean communicating in a different way depending on the individual.  Your career and the path you choose to follow.  As argued by (University, 2016) is evolution the factor that makes it difficult to manage staff.  Organisations are becoming more diverse, so that they can maximise on the differences that people have and reap the benefits.  

According to (University, 2016) people have been the main focal point in an organisation, but strategically their importance is becoming more profound, as skills, abilities  and knowledge marks the success of an organisation, as they aide the company by highlighting the core competencies and setting them above their competitors.  The View from the Shard managed staff by giving feedback and daily updates whether it was customer complaints issues with touch points or individuals them-selves.  This soft approach would give the individual the opportunity to reflect and adjust behaviour patterns to represent the brand and follow the strategic guidelines, that their job description upholds.    





Motivating staff, lack of motivation is common in organisations, therefore managing performance in individuals is important for your business to succeed.  To keep staff motivated the View, would arrange team building projects, appraisals, end of year bonus, vouchers and tickets to shows.  According to (Bass, 1985) the speed in which decisions are made,, and customer or client satisfaction, it has directed itself to the site of empowerment of staff members whom display an absence of influence within the company.  Empowerment takes on many forms.  An approach that has been key to motivating, offers the employee the authority to make decisions while dealing with customers.  If the customer request appears reasonable then the employee may grant their request.  Interestingly, the role and title of the manager has been changed to from director, to allow employees to work effectively, this is called the ‘inverted pyramid’ it is a complete turn-around from traditional relationships where the employee obliged their managers.
Career and Career Development, a career is a sequence of positions, that you held during your working lifetime.  The aim is to develop strategies for performance management.  There are standards within the workplace that relate to performance.   Performance management is not an appraisal, it can sometimes be confused the goals are different and also the targets.  There are many theories that can enhance your performance, having flexible thinking, as discussed by (Bono, n.d.) An development in the way humans think helps to solve  issues. If we acquire a better thinking then it becomes easier to resolve not only environmental problems, but a variety of other problems too.








	Performance Review Document

	 

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services  
	

	 

	Section 1 - General Performance Review

	Mid Year Review

	How do you feel you have performed so far this year in relation to delivering your objectives/KPI's.  Also outline areas that you have delivered  outside of
 the objectives/PPTs which have contributed well to your performance and to the business.  


	In relation to meeting the objectives and key performance indicators, I have managed to keep the daily emails down by dealing with them in order of importance.  There is still room for improvement regarding the refunds, and managing the feed-back, it has been possible to deliver outside my objectives by creating a graph that can measure the areas that customers complain most about., this has been discussed with the whole team, and the payment system will now be reviewed.


	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	In relation to meeting the objectives and key performing indicators,  I have managed to keep the daily emails downby dealing wiht them in order iof importance.  There is still room for improvement regarding the refunds, and managing the feedback,.  It has beeen possible to deliver outside my objectives by creating a graph that can measure the areas that customers complain most about., tthis has been discussed with the whole team, and the payment sysstem wil now be reviewed.



		

	


Performance Review Document

	 

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Assistant
	

	Department
	Customer Services   
	

	 

	Section 2 - Areas for Improvement

	Mid Year Review

	Use this section to explain areas within the first period which did not go so well, Identify any reasons why you have not been able to deliver your objectives/KPIs or 
maximise your performance

		 Managing my time effectively was an issue for me, at times I felt the work was building up, and as quick as I dealt with one
 objective the inbox had over two hundred emails for that day.  Some of the key performance indicators were marred by 
the tools that I had to use to meet objectives, as other departments needed to fix certain aspects of the paymentt
system in order to process customer requests.  This would have been beneficial in  how I was to over coome 
the areas that needed attention.








	







	Indicative Performance related  Bonus Scheme 

	 

	Division
	The Shard Viewing Gallery Section 3
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services  
	

	 
	 

	Bonus percentage breakdown
	 

	Personal Performance Target Areas
	% of entitlement
	6 Months % Awarded
	Full Year % 
	Activity overview 6 months - notes
	Activity overview full year - notes

	A - Group related
	0.0
	0.0
	0.0
	 
	 

	B - Company related
	20.0
	0.0
	0.0
	 
	 

	C - Team related
	40.0
	0.0
	0.0
	 
	

	D - Personal performance
	10.0
	0.0
	0.0
	 
	 

	Total
	70.0
	0.0
	 
	 
	 

	 

	Group Related PPTs A
	 

	No
	Personal Performance Target
	% of entitlement
	6 Months % Awarded
	Full Year % 
	6 Month Review - notes/action required
	Full year review - notes/action required

	1
	Meet REMs Corporate governance requirements
	 
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 
	 

	4
	 
	 
	 
	 
	 
	 

	5
	 
	 
	 
	 
	 
	 

	Total
	 
	0.0
	0.0
	0.0
	 
	 

	 

	Company Related PPTs B
	 

	No
	Personal Performance Target
	% of entitlement
	6 Months % Awarded
	Full Year % 
	6 Month Review - notes/action required
	Full year review - notes/action required

	1
	The  delivery of TVFTS net profit budget for the year
	20.0
	 
	 
	 
	 

	2
	 
	 
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 
	 

	4
	 
	 
	 
	 
	 
	 

	5
	 
	 
	 
	 
	 
	 

	Total
	 
	20.0
	0.0
	0.0
	 
	 

	 

	Team Related PPTs C
	 

	No
	Personal Performance Target
	% of entitlement
	6 Months % Awarded
	Full Year % 
	6 Month Review - notes/action required
	Full year review - notes/action required

	1
	To deliver an average customer service delivery of:
a. Trip Advisor Satisfaction levels 87%
b. Online Survey Guest Satisfaction 84%
c. Online Value for Money score 45%
d. Online Net Promoter Score 30.5 
e.40% engagement levels on the viewing platforms
	20.00
	 
	 
	 
	 

	2
	a. 100% of emails will be answered within 48 hours (zero visibility days and major incidences will be taken into consideration)
b. Complaints will be resolved within a maximum of 7 working days
c. All Social Media complaints will be acknowledged within a maximum of 18hrs
d.  All voicemails will be responded to within a maximum of 24hrs
	20.00
	 
	 
	 
	 

	3
	 
	 
	 
	 
	 
	 

	4
	 
	 
	 
	 
	 
	 

	5
	 
	 
	 
	 
	 
	 

	Total
	 
	40.0
	0.0
	0.0
	 
	 

	 

	Personal Related PPTs D
	 

	No
	Personal Performance Target
	% of entitlement
	6 Months % Awarded
	Full Year % 
	6 Month Review - notes/action required
	Full year review - notes/action required

	1
	To achieve a star on the Individuals 5* Model
	2.5
	 
	 
	 
	 

	2
	To have an excellent record of attendence and punctuality
	5.0
	 
	 
	 
	 

	3
	To ensure all spreadsheets are up to date and all statistics are provided within set timeframe
	2.5
	 
	 
	 
	 

	4
	 
	 
	 
	 
	 
	 

	5
	 
	 
	 
	 
	 
	 

	6
	 
	 
	 
	 
	 
	 

	Total
	 
	10.0
	0.0
	0.0
	 
	 

	 
	 
	 






	Performance Review Document

	 

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services  
	

	 

	Section 4 - Areas for Training and Development

	Training Development Needs
	Start Date

	Excel Beginners/Intermediate/Advance
	To be 
agreed

	Powerpoint Beginners/Intermediate / Advance
	To be 
agreed

	Word Beginners/Intermediate/Advance
	To be 
agreed

	Outlook Beginners/intermediate/Advance
	To be 
agreed

	Mid Year Review

	Review any progress that has been made on areas identified for development so far this year.

	There has been a marked improvement in how I have managed my time.  Issues with the payment system have been resolved.  
The daily inbox, remains a major objective, but things within the customer services department are settling down.
 

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	





Appraisal Plan and Action
	Performance Review Document

	 

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services   
	

	 

	Section 5 -Appraisers Interview notes & closing comments

	Mid Year Review

	Reviewers notes and comments - use this section to summarise the employees performance during the year to date and overall comments on their  performance

	
	 

	


Staff Member has worked really hard in improving on her key performance indicators, I am confident that the barriers, that
 have made the job role a little difficult at times, will get easier over time.  Staff Member is a valid member of the team, 
however, I would like to her take on more responsibilities in the department and train to handle more of the 
quantitative aspects of the business.














	

	

	

	

	

	

	

	

	

	

	


		Performance Review Document

	 

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services   
	

	 

	Section 6 - Appraisees Interview notes & closing comments

	Mid Year Review

	Reviewees notes and comments - use this section to summarise your performance for the year to date and your general view on the mid year performance review which has been carried out

	 

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	






		Performance related  Bonus Scheme 

	Section 7 - The Sign off page

	Division
	The Shard Viewing Gallery
	 

	 

	Appraisee
	Staff Member
	 

	Position
	Customer Services Administrator
	

	Department
	Customer Services   
	

	To be completed by the Appraiser
	Bonus percentage recommendation
	32%

	Mid Year Review Signatures
	End of Year Review Signatures

	Appraisee Print
	 
	Appraisee Print
	 




	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


	
	Performance Review Document

	
	 

	
	Division
	The Shard Viewing Gallery
	 

	
	 

	
	Appraisee
	Staff Member
	 

	
	Position
	Customer Services Assistant
	

	
	Department
	Customer Services   
	

	
	 

	
	Section 2 - Areas for Improvement

	
	Mid Year Review

	
	Use this section to explain areas within the first period which did not go so well, Identify any reasons why you have not been able to deliver your objectives/KPIs or maximise your performance

	
	
	 

	




	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	











Developing Relationships
Building workplace relationships is beneficial to the department as well as the organisation.  Some useful tips according to (Hadaway, 2016) 
As stated by As stated by (Miller, 2016)Having a friendly outlook with your team makes for a better working relationship.  If you take ownership of a task, complete it, if you have problems communicate it to your team members, as this reduces team conflict.  Focus on the qualities that are positive ones of your fellow workers, you will not be friends with everyone but be polite.  Try not to be thee office gossip, it is not a good reputation to have.  As stated throughout this case study, communication is the best soft skill you can have.  Organisational culture syndicates with management and there are many factors with cultural awareness that need to be incorporated.  According to (Needle,2004) Organisational culture, engulfs the merit and worth, the act and conduct of oneself within a workforce environment. Certain behaviours and values provide a distinct function of mental, emotional and in addition, social concepts to a larger scale business. A business, in its entirety, encompasses people to form a large workforce.
Organisations have a joint aim, that only works as a collective, and it also draws a major connection with the external environment. 
As stated by, (Kavasi and Schultz, 2006) culture within an organisation is being of, and allotted ideal where you strive for the same goal.  This dictates what occurs in the organisation by structuring the correct manner in certain circumstances.
Focusing on The View from The shard, which is the tourist attraction component to The Shard, there are a variety of stand-alone businesses that are situated in the building.  The customer services department, although a very small team had an immense amount of conflict, between the head of customer services and the customer services supervisor.  Sometimes, the knowledge people absorb shows that they have the ability to take on a higher role in the department, and reject the rules and regulations that a manager will assign them to do.  Finding a balance where we can all work together means, communicating how you feel and being open to listening to each other.  



Conclusion
In conclusion, the benefits of developing individuals can cover a vast area when examining the requirements of individuals.  The benefits of having a great workforce that are trained in areas to strengthen the business keeps the organisation ahead of their competitors.  Assisting staff with their desires and career paths will give you a happier workforce.  Developing your career within your organisation, may help you climb the ladder of success easier, but that should not be a reason why individuals should not make a choice to move on.  The structures of support in an organisation such as training and documents that help you do your job more effectively is key for personal development.  The techniques for supervision and formal appraisal gives you and your manager the opportunity to steer away from misunderstandings.  You are able to highlight areas that you are failing on and make a joint plan how to over-come the problems.
Recommendations
[bookmark: _GoBack]It is recommended that you work for companies that are interested in developing your skills within the workplace. The benefits will help you on you on your career path.  Utilise as many training opportunities as you can.  Working relationships, ensure that you remain indifferent in a work environment.  Try to diffuse conflict by communicating on a professional basis, the customer is your main focus.  Value your team for what they can bring to the organisation. Strong organisational culture and strongly shared values gives your organisation an unbendable outlook.  
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