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Introduction 

1.1 Organisation and employee 

This report looks at the development of an employee who works in First call coffee shop and how improving their skills can benefit both the employee and the workplace. Working in a cafe requires employees to work well as a team, provide good customer service and complete their daily tasks correctly. Employees need to communicate with their colleagues, help customers and follow the rules and procedures. Therefore helping employees develop their skills can improve their work, build better relationships and encourage stronger teamwork.
This report follows an coffee shop employee who carries out different daily tasks such as serving customers, preparing food and drinks, using the till and helping other members of staff. Evan though the employee is a hardworking and reliable staff member there are areas where they could improve. These include communication, confidence, leadership and customer service skills. Identifying these areas is important because giving employees the right training and support can help them become more confident, improve their performance and prepare them for more responsibilities in the future.

1.2 Aim of the report

The aim of this report is to examine how developing an individual employee in a coffee shop can improve their confidence and performance. The report will identify the employee's development needs and consider suitable methods to support their development, such as training, coaching and mentoring. It will also look at how personal development can improve communication, teamwork and workplace relationships.
The report will create a development plan and explain how the employee's progress and performance can be monitored and reviewed.


2. Identifying strengths and needs

Strength based leadership involves managers helping employees recognise, develop and use their abilities. A study was examined whether this leadership style improves employee engagement and job performance. Researchers collected data from 556 employees and their managers across 104 teams, using two surveys conducted one month apart. The findings showed that strength based leadership was positively associated with employee engagement and performance. The relationship between strength based leadership and engagement was stronger when employees had good relationships with their managers. (Wang, 2023)
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2.3 SWOT analysis

SWOT analysis is a widely used tool for strategic planning and is often based on brainstorming. However (Boonyarat Phadermrod, 2019) argues it can be criticised because the results may reflect the personal opinions of people involved. Another limitation is that SWOT factors are not always ranked according to their importance, which may lead to poor strategics, IPA can be used alongside to address these problems.
 SWOT analysis for employee A
	Strengths 

Employee is hard working and reliable.
They can complete different tasks such as serving customers, preparing food and using the till. 
They can work as part of a team.
They understand their workplace responsibilities and follow strict procedures. 
High food and coffee making standards.
Excellent organisation skills
	Weaknesses

Communication skills could be improved.
Lack confidence in certain areas.
Leadership skills need further development.
Struggles in busy and difficult situations.

	
Opportunities 

Training could improve communication and customer service skills.
Could develop leadership skills by taking on more responsibilities.
More responsibilities could improve employees confidence. 
	
Threats

Lack of confidence could affect performance and interactions.
Busy periods causes mistakes which could affect the business.
Poor communication between staff could lead to misunderstandings which affect the teamwork.





3. Developing Employees
3.1 Benefits of Employee Development
Much of a business’s success will depend heavily on the employees working within the business itself which is why the development of these employees is crucial to the growth of the business. Employee development will help the employee perform tasks more effectively in the workplace therefore increasing the organizations success. Organizations that invest time into their employees development are likely feel more appreciated and respected, improving morale and sense of purpose. These employees are more likely to stay with the company  keeping job retention high. A business will benefit greatly from developing their employees performance and motivation through a number of different methods including skills and general training, coaching and job enrichment. (Miller, 2023)

3.2 Motivation and Performance
Two key benefits of employee development within organizations are the effects on employees motivation and performance. These two factors are tightly linked meaning a motivated employee will much of the time perform better than an unmotivated one. An employees future aspirations and goals can be revealed through effective development programmes giving a sense of purpose. Motivated high performing employees are more likely to stay at the organization and progress within the company. This combination of longer serving, competent employees and higher knowledge and performance of the roles within the company leads to higher output and better working relationships. (Hastwell, 2025)
3.3 Teamwork and Workplace Relationships

Managers can build strong teams by understanding each employee’s strengths and giving them tasks they do well. This helps improve teamwork, performance and the overall success of the business. 
According to (How to Improve Teamwork and Build High-Performing Teams, 2026) the benefits of effective teamwork are 42% of employees are more likely to stay in their job for all their Carrera, 23% will have  higher employee engagement, 18% will increase their performance and 73% lower attrition rates. 
With sufficient development employees will have a much greater sense of teamwork throughout the workplace. Regular meetings and training sessions between employee and managers can give a real sense of teamwork making communication from manager to employee flow easier. When ensuring there are sound workplace relationships performance and productivity will increase and create a positive workplace culture within the company building a foundation of trust between employee/manager level. Healthy workplace relationships also foster a system where skills can be shared between entry level employees and more experienced through shared tasks and problem solving together with ideas being collaborated to find more effective methods of overcoming workplace obstacles.

4. Managing Employee Development
4.1 Identifying Development Needs
Organizations need measures in place to ensure that an employee can carry out their duties competently and grow within the workplace, ensuring the employee can fulfil company needs and expectations. There are many different methods of identifying these development needs which can be a skills matrix where essential roles are broken down examining levels of competency at certain jobs revealing where an employee is weaker in a certain area or where skills need to be developed. Another is performance reviews or appraisals where a manger or person of higher authority will sit with employees discussing recent performance within the company discussing strengths, weaknesses and areas for improvement where an employee can also discuss any areas they feel they need support to grow. (Learning needs analysis, 2025)

Skills matrix template for first call coffee employees:


	SKILLS
	Employee A
	Employee B
	Employee C

	Customer service
	2
	4
	3

	Communication
	1
	4
	3

	Teamwork
	4
	3
	4

	Leadership
	1
	3
	4

	Food preparation
	4
	2
	3

	Coffee preparation
	4
	2
	3

	Organisation
	4
	2
	3

	Reliable
	5
	3
	3



 
4.2 Managing Employee Expectations

Managing employee expectations is important for creating a positive and productive workplace. Managers should clearly explain employees roles and responsibilities from the beginning so they understand what is expected of them. Regular communication and meetings help managers check progress and discuss any problems. Employees should feel comfortable asking questions and sharing their concerns. Reviewing expectations regularly ensures that goals remain realistic and achievable. Managers should also provide feedback, guidance and training to help employees improve their skills and performance. These strategies can increase employee confidence, motivation and job satisfaction.  (Gouldsberry, 2022)

According to (Lowell, 2023) today's employees want to feel valued in the workplace. Every employee is different with their own personality, interests, goals and expectations. Today's employees want their work to have a purpose and make a positive difference. They want more than just a salary or job title.. They value opportunities to learn new skills, develop their careers and maintain a healthy work life balance. Providing a positive and supportive working environment can help employees feel happier, more confident and committed to their jobs.


4.3 Career Development and Support

Career development support is essential for improving employee job satisfaction, productivity and staff retention. Employers can help employees identify their strengths, weaknesses, and unique abilities, enabling them to explore suitable career opportunities. Providing training allows employees to develop new skills and prepare for future responsibilities. Mentorship programmes and career coaching offer guidance helping employees set realistic goals and plan their professional development.
Leadership training prepares employees for managerial positions, while cross-functional projects and networking opportunities encourage teamwork, collaboration, and knowledge sharing. Access to online learning platforms and career assessment tools also supports continuous learning.
Organisations should establish clear career pathways and internal promotion opportunities so employees understand how to progress within the company. Regular feedback and performance reviews help recognise achievements, identify areas for improvement, and discuss future aspirations. (writer, 26)

4.4 Hollands theory 
 
John Holland developed his career theory in 1966 to explain how personality and interests influence career choices. His theory identifies six personality known as: Realistic, Investigative, Artistic, Social, Enterprising and Conventional. Each type represents different interests, skills and behaviours that may suit particular jobs. Holland also explained that workplaces have different characteristics and that people are more likely to enjoy their jobs when their personality matches their working environment. This theory can help employees understand their strengths, explore suitable career options and make informed decisions about their future development and career progression. (Theory, 2026)





5. Development methods

5.1 Training

(Ms.J.Anbuselvam, 2026) examines the effectiveness of training and development programmes in improving employee performance within an organisation. The study aims to understand how training enhances employees knowledge, skills, productivity and overall job performance. The research uses a descriptive and analytical approach collecting primary data through questionnaires and secondary data from books, journals and relevant online sources. The collected data are analysed using percentage and correlation methods to identify the relationship between training and employee performance. The outcome suggest that effective training and development programmes can improve employee efficiency, confidence, job satisfaction and productivity. They also help employees adapt to workplace changes and achieve organisational goals. However the success of training depends on the quality of programmes, employee participation and the organisation’s support. The study concludes that organisations should regularly assess training needs and provide suitable development opportunities to improve employee performance and support long term organisational success.

5.2 Coaching and Mentoring

Mentoring and coaching are important approaches to employee development that help improve workplace performance and support career growth. Although both involve guidance and support they differ in their objectives and structure.
Coaching focuses on improving specific skills and achieving short term performance goals. It is usually structured and goal oriented addressing areas such as productivity, leadership and communication. Coaching is normally provided by managers or supervisors, its success is generally measured through improvements in skills and performance.
Mentoring focuses on long term career development. It involves an experienced employee supporting a less experienced colleague by providing advice, building confidence and sharing professional knowledge. Mentoring also helps employees develop skills to pursue career opportunities. Its effectiveness can be assessed through employee engagement, retention and career progression.
A study at Sun Microsystems found that mentored employees were promoted five times more often than non-participants, while retention was 72% compared with 49%. LinkedIn’s 2025 Workplace Learning Report identified learning opportunities as an important employee retention strategy. (Chellappa, 2026)

Mentoring and coaching can help employees at first call coffee shop improve their communication and customer service skills. Coaching could involve a manager observing the employee interacting with customers and providing feedback on greeting customers, taking orders clearly and handling complaints professionally. Progress can be measured through customer feedback and fewer order mistakes. Mentoring could involve an experienced colleague sharing knowledge and advice to build the employee’s confidence and develop positive relationships with customers and colleagues. While coaching focuses on improving specific skills in the short term, mentoring supports long-term career development and opportunities for progression into senior roles.

5.3 Shadowing

Job shadowing is a learning method where an employee observes an experienced colleague to understand how a particular job is carried out. It allows the employee to learn about daily tasks, workplace procedures and the skills required for the role by watching and asking questions. Job shadowing has several benefits. It provides practical learning experiences and helps employees understand their responsibilities It improves teamwork by helping employees understand different roles within an organisation. It also supports career development by allowing employees to explore new opportunities. (Team, 2026)

The author believes that job shadowing is one of the best training methods in a coffee shop because it allows employees to learn by observing experienced staff. Employees can understand different job procedures, such as preparing drinks, taking customer orders, handling payments and maintaining cleanliness, even if they have previous experience in this industry, different companies follow different rules and procedures.  By watching an experienced colleague employees can see how tasks should be completed correctly. If they make a mistake or do something incorrectly, the experienced employee can correct them immediately and explain the correct procedure. This helps employees gain confidence, improve their skills, and provide better customer service.


6. Workplace Relationships and Conflict Management 
6.1 Communication 

Effective communication is essential for increasing workplace productivity and improving organisational effectiveness. It ensures that employees understand their roles, responsibilities and organisational goals. Clear instructions and expectations help workers perform tasks efficiently. Communication also promotes teamwork by encouraging the sharing of ideas leading to innovation and effective problem solving. Furthermore, open communication helps resolve conflicts, prevent misunderstandings, and maintain positive workplace relationships. Regular feedback enables employees to identify areas for improvement and enhance their performance. Effective communication also supports informed decision making by providing accurate and relevant information. Additionally, transparent communication increases employee motivation, engagement, and job satisfaction. It helps organisations manage change smoothly by explaining new developments, challenges, and solutions. Communication also encourages continuous learning and knowledge sharing among employees. (Jain, 2023)

6.2 Managing Workplace Conflict 

Conflict resolution helps employees understand each other, build trust and find effective solutions to workplace problems. Bruce Tuckman’s team development model includes four stages: forming, storming, norming and performing. During the storming stage, disagreements may arise as employees express different opinions. Through effective communication and cooperation employees can resolve conflicts and strengthen teamwork. However, unresolved conflicts can damage relationships and decrease productivity. Therefore managers should address disagreements promptly and fairly. (Tansey, 2022)


7. Michigan Model of Human Resource Management

7.1 Selection and Performance Appraisal 

(Yusoff, 2025) reviews recent literature and industry examples of performance appraisal practices to identify effective strategies and challenges affecting their implementation. The findings reveal that many organisations are moving away from traditional appraisal methods towards more dynamic approaches that emphasise continuous feedback, employee engagement and alignment with organisational goals. The study examines innovative appraisal systems used by three global companies and their impact on employee performance and retention. It also highlights persistent challenges, including bias, lack of transparency and resistance to change. The paper recommends aligning performance appraisals with organisational objectives, improving fairness and transparency, providing regular feedback, using technology and strengthening supervisor training. 


7.2 Rewards and Employee Development

Employee Rewards and Recognition
Employee rewards and recognition play an important role in encouraging continuous professional development. By recognising achievements and rewarding positive behaviour organisations can encourage employees to improve their skills and align their performance with organisational objectives.
Motivation and Engagement
Rewards such as bonus and salary increases encourage employees to maintain or improve their performance. When employees feel valued they are more likely to take  participate in training and pursue opportunities to develop their skills.
Skill Development and Learning
Reward systems can encourage employees to participate in training courses, workshops, and professional development activities. Recognising employees who acquire new skills or achieve performance targets motivates them to improve their abilities. This benefits both employees and the organisation by increasing competence and workplace productivity.
Alignment with Organisational Goals
Rewards encourage employees to focus on activities that support organisational objectives. When employees understand that achieving targets and demonstrating positive behaviours will be recognised, they are more likely to contribute to organisational success through innovation, problem solving and continuous improvement.


7.3 Michigan Model 

The Michigan Model of Human Resource Management is an approach that helps an organisation manage its employees to achieve its business goals. It is also known as the Matching Model because it focuses on making sure that HR activities support the organisation’s aims. The model has four main parts: selection, appraisal, rewards, and development.
Selection involves choosing employees who have the right skills and knowledge for the job. Appraisal means checking employees performance to see whether they are meeting their targets and doing their work well. Rewards involve giving employees bonuses, pay increases, or recognition to encourage them to perform well. Development means providing training and learning opportunities to help employees improve their skills and knowledge. (Michigan Model of Human Resource Management, 2026)


                                                                       

8. Developing plan and performance

8.1 SMART Objectives

SMART goals help leaders set clear goals that are specific, measurable, achievable, relevant and have a deadline. They help teams understand what they need to do, stay focused and finish tasks and projects on time. Setting these goals reduces confusion, avoids unnecessary work and helps prevent projects from going beyond their original plans. (Day, 2026)





SMART goal for employee A

Specific: Improve confidence, communication, and customer service skills. 
Measurable: Confidently greet customers, take orders accurately, and engage positively with customers throughout each shift. 
Achievable: Practise communication skills daily and ask colleagues or my manager for advice and feedback. 
Relevant: Build confidence and provide excellent customer service to help create a welcoming environment at First call coffee. 
Time-bound: Make noticeable improvements within 3 months. 


8.2Employee development plan

The purpose of this development plan is to help the employee at First call coffee shop improve their communication, confidence, leadership and customer service skills. The plan identifies the actions needed, the time required and how success will be measured.


	Development
	Objective
	Action required
	Timescale
	Success 

	Communication
	Improve communication with customers and employees. 
	Practise speaking and listening clearly,
sharing information with team members. 
	4 weeks
	The employee communicates more clearly with customers and employees. 

	Confidence
	Become more confident when completing daily tasks.
	Practise using the till and making drinks and food. Working independtly.
Answering questions from customers with support from supervisors.
	6 weeks
	The employee completes tasks with less support and presents more confidence. 

	Leadership
	Take on more responsibilities.
	Help organise tasks during busy periods.
Support colleagues.
 
	12 weeks
	The employee shows initiative and supports the team.

	Customer service
	Improve customer service skills.
	Observe experienced staff.
Practise greeting customers.
Practise handling complaints.

	4 weeks
	The employee presents friendly and professional customer service




Monitoring and Evaluation
The manager will monitor the employee’s progress through observation, feedback and regular discussions. Job shadowing will allow the employee to observe experienced colleagues, learn the correct procedures and receive guidance when mistakes occur. At the end of each timescale the manager will review the employees performance and identify any further training required.
Expected Outcome
By following this development plan the employee should become more confident, improve their performance and develop stronger communication, leadership and customer service skills. This will benefit both the employee and First call Coffee Shop by improving teamwork, customer satisfaction and the overall efficiency of the workplace.

8.3 performance Management 

Performance management helps organisations monitor employee performance, identify training needs and improve productivity. There are several methods businesses can use.
Performance appraisals involve regular meetings where managers review an employee’s performance, provide feedback and identify areas for improvement. Management by objectives (MBO) involves setting SMART goals that employees must achieve within a specific timeframe. Continuous performance management focuses on regular feedback and discussions to help employees improve their skills. 360-degree feedback collects opinions from managers, colleagues and other team members to provide a wider understanding of an employee’s performance.
Organisations can also create a performance-based culture by rewarding employees for their achievements, which can increase motivation and job satisfaction. Performance management software helps managers track goals, monitor progress and organise reviews efficiently. Finally, personal development plans (PDPs) identify individual goals, training needs and opportunities for career development. (7 effective performance management techniques, 2026)
The author believes continuous performance management is the best method for First Call Coffee Shop because it allows managers to monitor employees performance regularly and provide feedback when needed. Working in a busy coffee shop requires employees to communicate effectively, prepare food and drinks correctly, provide good customer service and work well as a team.



9. Conclusion 


In conclusion developing an employee at First Call Coffee Shop is important because it can improve their confidence, communication, leadership and customer service skills. These skills are essential for working effectively in a busy coffee shop, where employees must work as a team, serve customers professionally and complete daily tasks correctly.
The development plan identifies the employee’s main areas for improvement and sets clear objectives, actions and timescales to help them progress. Methods such as training, coaching, mentoring and job shadowing can support the employee in learning new skills and correcting mistakes. Regular feedback from managers will also help monitor their progress and identify any further training needs. Investing in employee development can benefit both the individual and First Call Coffee Shop by improving work performance, teamwork and customer satisfaction. It can also prepare the employee for greater responsibilities and future career opportunities within the organisation. 
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