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Part B: Reflective Statement

[bookmark: _Toc175040406][bookmark: _Toc175040461]Introduction

Healthcare International - A Company that is a market leader in the distribution of prescription drugs and over-the-counter products. Recently, however, it has undergone a significant change, reducing costs by introducing automation, reducing the number of personnel and increasing the "flexibility" of job functions.
However, with the introduction of the changes, the employees are uncertain and dissatisfied.
In order to improve performance and morale, a coaching and mentoring program was introduced in the department. 
I presented the coaching program in practice in the role of one of the employees, Robert Lee. Robert is on the verge of retirement, the hustle and bustle of the office is stressful for him and he wants to work from home. This reflective statement says that I will analyse what and how I did right or wrong until the coach session. A critical assessment of whether coaching and mentoring can lead to improved performance/morale in this context, and if so how? As well as analysing the skills, behaviour, attitudes, beliefs and values ​​of an effective coach or mentor.


[bookmark: _Toc175040407][bookmark: _Toc175040462]What went well/what would I do differently in the future? 

The basis of successful coaching is understanding and consistent adherence to the clear guidelines of the coach's professional standards, conscious presence in the coaching process, and turning towards the client. However, there are factors that are difficult to detect obstacles to this, they go beyond the technical details of the implementation, and they actually depend on the "human factor". The conditions of coaching are empathic reflection, unconditional acceptance and congruence. He works on the client's free self-discovery, in fact, he carries on a dialogue with himself accompanied by the coach, moving himself towards the desired change.
Due to the problem mentioned in the introduction, I participated in a coaching session.
Taking Gibbs' Reflective Cycle into consideration, I would like to tell you what happens during training. Specifically focusing on what I did right and wrong.
The Gibbs Reflective cycle was developed by Graham Gibbs back in 1988. It aims to structure learning from experience, allowing us to learn and plan from things that have gone well or not.
It consists of 6 stages:
- Description of the experience
- Feelings and thoughts about the experience
- Evaluation of good and bad experiences
- Analysis to understand the situation
- Conclusion about what you learned and what you could have done differently
- An action plan for how you would handle similar situations in the future or any general changes you may find appropriate.

· Description of the experience :
The coaching took place with a group member, Veronika, who was given the role of Philippa.  Philippa is a dedicated leader of a key department in the company. As a microbiologist, he developed new test methods to the best of his ability, tackled tricky technical problems, and liaised with the manufacturer on manufacturing processes. He is highly motivated and very satisfied with his work but finds it difficult to understand that others do not necessarily feel the same way. 
Based on the questions mentioned in the introduction, we found that Robert is worried about a few things. He will retire in 3 years, and the change in his workplace will affect him badly. Examples include understaffing, lack of overtime, automated processes within the department, and feeling overwhelmed when work is stressful. Robert wants to work from home because his work situation is stressful. We tried to share questions that fit this situation, but since we only talked a little, it didn't work out as well as it should have. We could not clearly state what coaching model we would use. We didn't deal with this topic.
- Feelings 
Before we got together, I thought we were smart to split the work between us. I did my part, Veronika did the part.
During the coaching sessions, we realized that this was not enough because the task did not succeed as we had planned. I was sure it would work, and so I had little motivation to do the research. Looking back, I'm satisfied because the material wasn't really bad, but it could have been better.
- Evaluation 
What was good and worked well was that we both did a good job. Things could have worked better if we had been more aware of what coaching models exist and had used them in the session. Apart from that, it would be best if I had been more patient during the conversation. To give my partner time to think.
- Analysis 
I thought our plan would work as planned. I felt good. When we handed in the task and it turned out we had done many things incorrectly, I felt frustrated.
I think the session was good, but there are some areas for improvement. We didn't think about everything, for example, what type of coaching model we would use, because the task was not as clear and detailed as we thought it would be.
 We haven't summarized the whole discussion to see if we missed something or if there is anything to add. The debate was fairly short, less than 10 minutes. There wasn't the necessary clarity/objectivity that should have been there at the end. We should have agreed on a date for the next meeting.
I think what led to this situation was that we didn't plan how to write and structure the parts.
- Conclusion 
I learned that when you work together with a group of people, you have to plan how each of them will look like. Also, thorough and professional research is needed on the individual models and techniques. If this happens, it would probably be better to compile questions and answers.
- Action plan 
Next time I work with together, I will talk to him about his strengths. The field of research may be his forte. Then, if we decide to share the work, I insist that we plan what we expect from him. I would recommend that you research the topic first. Let's talk about the questions and answers. (Gibbs, 1988)



[bookmark: _Toc175040408][bookmark: _Toc175040463]A critical evaluation of whether and how coaching and mentoring within this context could lead to improved performance/morale 

The business world is changing dynamically, and managers must constantly adapt to new challenges and opportunities. Mentoring or Coaching can be an effective tool in the hands of managers to take the company further.
The most important difference between mentoring and coaching is the content of the process.
A mentor is professionally proficient in his subject area and is ahead of the mentee on the road, showing the way and making specific suggestions.
He does not make decisions for the mentee and does not take over responsibility, but he clearly shows the advantages and disadvantages of optional options and, where appropriate, also shows direction - if asked.

Coaching is a methodology, and the coach is the coach in the process who takes the individual from A to B.
The emphasis is not on specific professional knowledge but on the given person. On your problems, on your goals to be achieved, or on their formulation. This requires deep knowledge of people (and love of people), empathy, empathy, and knowledge of coaching methodology.
It follows from the above that the mentor always has a background in a given profession, this is not necessary for a coach.

Based on the situation mentioned in the introduction, we apply the coaching technique to manage the problems. I am looking for the answer to whether coaching can lead to better performance/morale in this situation and how it can be achieved.
A coach (in the case of life and business coaching) works together with one person. The goal of joint work is to achieve more satisfactory results in some areas after 5-10 sessions. Such an area can be, for example, a lack of self-confidence, dilemmas at work, relationships, career change, career choice, or general stuckness. Coaching is a structured, professional conversation led by a coach, where the client finds the best solution for himself. Development can be helped by homework between sessions, which the coach gives to bring the client closer to his goal. In this case, there is an ancillary, partnership relationship between the coach and his client. In the course of a coach's work, he must have many competencies to work effectively with clients. I believe that empathy, tolerance, and active attention are essential. Coaching is a multi-session process in which the coach meets the client 5-10 times. The Coach needs to have sufficient self-awareness and self-reflection skills, as well as knowledge of questioning techniques and coaching tools to deal with the client. (Szilvia, 2024)

According to CNBC's article by CNBC/SurveyMonkey Workplace Happiness Survey (Wronski & Cohen, 2019), more than 4 out of non -mentor workers said they had been considering terminating their workplace in the last three months while mentoring Only 25%of those who do not have.
According to another researcher, 70%of the coaches reported better work performance, while 86%of companies reported that they have returned to coaching and much more. (Goldstein, 2023)
I think, based on the situation mentioned in the introduction, the coaching technique is definitely capable of dealing with the problems that arise.


[bookmark: _Toc175040409][bookmark: _Toc175040464]An analysis of the skills, behaviours, attitudes, beliefs and values of an effective coach or mentor 

Coaching helps the employee perform his tasks at a higher level and reach his goal faster. The process is a personalized service that is somewhat similar to counselling. However, in addition to support and feedback, the coach's task is to map incorrect solutions and behaviour patterns, after which he helps guide his client toward the goal. The coach mustn't give advice or solutions, it is the client's task to find the way and the solution. The focus of the process is development and support, which results in increased performance, a significant improvement can be achieved in the area of ​​cooperation, the choice of management style, and delegation.

The coach helps the participants to focus on what they want to achieve, what they consider difficult, and where they are stuck. What processes are used and what are the consequences of these processes may be? At the same time, the coach must have wisdom and self-restraint so that the participants can learn from the process and each other. Revans noted the value of this approach when he stated, “A smart man will tell you what he knows; he might even try to explain it to you. A wise man encourages you to discover yourself” (REVANS, 1998) 
The presence of a coach who can intervene in issues related to group learning is effective, and consistent with behaviourists’ belief in operant conditioning. At the same time, the coach still observes the facilitator's behaviour that promotes learning, which mostly depends on the development of the process and the group, that is, he can flexibly adapt his behaviour and his presence as an instructor to the functioning of the group. For example, it ensures that questions are made instead of statements, and intervenes periodically to focus on standards and learning, meaning it changes as needed.
The coach's actions are collaborative and thought-provoking rather than directive. According to their theory, the coach ensures that the members individually and the group as a whole will be able to apply new values ​​and learning both at work and in the community. (REVANS, 1983)
       
 Behaviours, attitudes for the effective coach
· Emotional intelligence
"Emotional intelligence uses thinking about feelings and the feelings associated with thinking to guide our behaviour" (Síklaki, 2012)
To date, numerous researches have proven that our basic moral stance stems from our emotional abilities, and our ability to recognize emotions and manage emotions. Guided by basic emotions, automatic patterns of action begin, with which we can interpret the effects on us.
· Empathy
Empathy is one of the most important tools in the coaching relationship.
The term empathy was derived by Rogers' students from the Greek word "empathetic" (feeling within). Rogers (as well as Freud) considered the perception, understanding, and reflection of the client's feelings as a therapeutic endeavour. In its definition, empathy is a process during which we place ourselves in the world of the other person, feeling in this situation the elements of which the other person is hardly or not at all aware, keeping in mind that this remains an "as if" experience for the helper. 
· Prejudices
Our prejudices are associations that are different from what we accept, depending on context and learning. They are linked to cultural, broader, and narrower environmental norms, and are economical ways to access information. Prejudices are filled with content by observing, imitating, learning, and adapting to the behaviour of others in the us-them relationship, and by our reality.

We know the connections with our behaviour, we think we are more objective than other people. When observing the behaviour of others, the context resulting from experience is missing, so we can easily make the mistake of accepting our subjective interpretation as reality. We can conclude that anyone who does not share our point of view is ignorant and/or deluded. Our prejudices often lead to a fundamental attribution error, i.e. we attribute too much importance to factors arising from personality. We ignore the details arising from the situation, we draw consequences from the behaviour to the personality traits. A quick conclusion leads to a hasty judgment. From there, it's only one step with confirmation bias to find information that justifies the attribution error.
· Communication
To watch the cinema that the customer has brought, communication is one of our competencies. The basis of effective communication is congruent behaviour, i.e. communication without contradictions on our communication channel.

Our communication style is determined by our attitude, our emotional state, and our "state of self". Our attitude is shaped by our childhood experiences, socialization, and patterns, partly instinctively learned, and partly consciously developed, it can be passive, aggressive, and assertive.

          The coaching process is also a learning experience for the coach, he also experiences many "aha" experiences with himself. You may encounter customer emotions that also affect you, can press sore points, or even inspire you. Together with these, the coach's openness, empathy, understanding of the other, self-knowledge, and personality continue to develop. To be suitable for a helpful and supportive conversation, you must have the attitude of non-judgment, understanding, active attention, awareness, empathy, trust-building, healthy curiosity, openness, and "differentiated vision" (Tringer, 2022) Also, you must have a continuous review of your operation, which will be a prevention against smearing from becoming routine. By monitoring ourselves during the coaching process, we can recognize and become aware of these situations, thus creating an opportunity for effective management. (VERU, 2023)



[bookmark: _Toc175040410][bookmark: _Toc175040465]Conclusion 

This is a reflective statement about the recent significant changes within the Healthcare International Company. By introducing automation, they reduced costs, reduced the number of employees, and increased the "flexibility" of job functions.
However, with the introduction of the changes, the workers are uncertain and dissatisfied.
To improve performance and morale, a coaching and mentoring program was introduced in the department.
I presented the coaching program in practice in the role of one of my colleagues, Robert Lee. Robert is about to retire, the hustle and bustle of the office is stressful for him, and he wants to work from home. This reflective statement says that until the coaching session, I will analyse what and how I did well or poorly. Was there a critical assessment of whether coaching and mentoring could lead to improved performance/morale in this context, and if so, how? The skills, behaviour, attitudes, beliefs, and values ​​of an effective coach or mentor were also analysed.

In summary, my opinion is that a good coach and coaching strategy contributes greatly to the company's employees feeling good at work, performing better, and being happier.
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1. Coaching session Questions 

Philippa: Hi Robert Nice to see you again, May I offer you Glass of water or tea, coffee?
Robert: Is very kind appreciated but no thank you
Philippa: No problem. I invited you because I wanted to talk, discuss work-related issues what do you have in mind...?

R: Yes Right thank you for your question.
Yes, I anxious about a couple of things. As you know, I will be retiring 3 years later and to be honest, the changing in my section is making me anxious. Such as shortage of staff no overtime, automated processes within the department, and when the work demands high unfortunately I find overwhelming the work from home.
P: Apart from your main concerns aligned to your job, what is troubling you to work from home?
R: I like to work from home, I even made a nice working place at the back of my garden. The problem is when it's really busy my office seems to be not enough to handle every task on time precisely.
P: Thank you. Is there any other issue?
R: Actually yes the short of staff, no overtime, making my life extremely difficult. I just would like spend my last 3years in the company stress free.
P: In regards to this I admit that your issues are relevant. Please describe how this problems influence your work.
 R: Yes of course as the leader of the section, department I have to be sure everything is going smoothly, but with not enough Staff specially when the work demand is high its more than possible to miss deadlines and I have to mansion the overtime as well.
 P: I have a couple of idea what can help. Do you think you will be comfortable with that working hours; when the work is quieter you sign out from work earlier and when its busy you will stay longer .This will hopefully make a balance and your contracted hours remain the same. Also when the work demand is high will provide for you extra staff for help.
R: Yes I think like this way is doable .Because the extra staff and the balanced working hour’s idea make sense
P: According to the working hours change and the extra staff what will be provided for you when need it, can better serve you?
 R: Yes I agree about the working hours and the staff support. Thank you very much.
P: Are these changes helpful as of now? If yes we will keep it like this and after 4 weeks we will revisit.
R: Yes is perfect Thank you very much see you in 4 weeks’ time.

2. Feedback

	BMSW 6005
	Feedback 
	Date of Interview:
	11/08/2024

	Coach
	Laszlo
	Coachee
	Veronica

	Coaching Model:
	
	
	Click here to enter text.

	The numerical rating system is based on the scale below.

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

	Explained the purpose of the session first.
	Rating

	
	5
	4
	3
	2
	1

	[bookmark: _Toc175040412][bookmark: _Toc175040467]Is the coach asking open ended questions or closed questions?
Hint: The Coach should ask open ended questions
Good introduction – explained the purpose of the session for example, she asked what brought the coachee to her office and how she could help. 
	☐
	☐
	☒
	☐
	☐

	[bookmark: _Toc175040413][bookmark: _Toc175040468]Is the coach patient? Are they giving the coachee time to think through issues and arrive at a conclusion in the way THEY process information?
Hint: The Coach should be patient
She could have improved on the listening skills and be more patient to allow the coach to think about the solution.
	☐
	☒
	☐
	☐
	☐

	[bookmark: _Toc175040414][bookmark: _Toc175040469]Is the coach focused on the coachee’s agenda?
[bookmark: _Toc175040415][bookmark: _Toc175040470]Hint: The Coach should focus on the coachee’s agenda
[bookmark: _Toc175040416][bookmark: _Toc175040471]The coach some of the time focused on the agenda this could have been improved with good questioning skill that will bring out the solutions to the problems. 
	☐
	☐
	☒
	☐
	☐

	
[bookmark: _Toc175040417][bookmark: _Toc175040472]Is the coach coaching in their own image? (Example: Are they saying things like ““Well, when I was in your position, here’s what I did when I was in a similar situation…)
Hint: The Coach should not coach in their own image
Good – but could have probed/clarified the options/ asked further questions/ in more detail 
	☐
	☐
	☒
	☐
	☐

	[bookmark: _Toc175040418][bookmark: _Toc175040473]Is the coach acting as a problem solver, providing the solutions for the coachee?
[bookmark: _Toc175040419][bookmark: _Toc175040474]Hint: The coach should not provide solutions
[bookmark: _Toc175040420][bookmark: _Toc175040475]The coach acted as a problem solver she allowed the coach to think about the solutions. 

	☐
	☐
	☒
	☐
	☐

	Additional Comments 


The session was good but there are some areas to develop on, for examples, both of you did not mention the type of coaching model used for the session. You did not recap all the discussion to know if you omit anything, or if there is something to add. You both spent less than 10 minutes. However, there could have been more clarity/objectivity as the session was ending. The coach and coachee could have agreed on when to see again before ending the session. Time management needs improvement.

	
	
	
	
	






