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Abstract 
This research aims to examine the effects of coaching and mentoring on Employee performance in the UK hotel industry. It also examines the 
extent of employee performance in association to coaching and mentoring; and examines the effects of coaching and mentoring on overall 
organisational performance.  
This study is based on cross-sectional method, deductive and quantitative approach. A sample of 172 managers and supervisors who have 
already worked as coach or mentors in the respective hotels are chosen by using convenience sampling technique. The survey strategy by using 
structured questionnaires was used for data collection. The collected data was analysed by using arithmetic mean, correlation, regression with 
the help of SPSS 20.  
This research confirmed that coaching and mentoring are positively correlated to employee performance and both factors have significant 
effect on employee performance. As the regression analysis shows that coaching has significant effects on overall employee performance as β 
= 0.466 and P = 0.007 which is less than 0.05. Similarly, mentoring has also significant effects on overall employee performance as β = 0.457, 
and P = 0.008 which is less than 0.05. Similarly, coaching and overall organisational performance are positively and significantly correlated 
as r = 0.707; and mentoring and overall organisational performance are also positively correlated as r = 0.456. The regression analysis shows 
that coaching has significant effects on overall organisational performance as β = 0.700 and P = 0.002 which is less than 0.05. But, mentoring 
has not significant effects on overall organisational performance as β = 0.010 and P = 0.961 which is greater than 0.05.  

Key words: coaching; mentoring; employee performance; organizational performance; hotel industry

Introduction  
The development of human resource is important to ensure 
service quality, effectiveness and responsiveness in an 
organisation to a complex and ever changing business 
atmosphere. It is highly accepted that business companies 
cannot get long term existence without focusing on the 
practices and strategies for empowering their employees 
through providing training and development (Nickson, 
2007). Nevertheless, the importance of training for the 
employees is not just obvious for organisations but also 
significant of their individual development and 
empowerment because it likely to improve personal 
strengths and skills that is necessary for upcoming career 
development of the individuals (Aswathappa, 2007).  
Coaching and mentoring are the important type of training 
which are considered as the spectrum of ‘talent 
management’ due to the fact that they either emphasised on 
the development of special skills that benefit the company 
as well as the individuals or they assists people develop new 
process of thinking which facilitate people to conquer 
obstacles and develop their careers through enhancing 

relationships with more experienced individuals (CIPD, 
2014). In this regard, this research examines the effects of 
coaching and mentoring on employee performance in the 
UK hotel Industry.  

Research Background 
Different companies use different techniques to develop 
talent and produce highly skilled workforce. According to 
University of Wolverhampton (2010), professional 
coaching and mentoring programmes have been popular 
technique of supporting learning and development of career 
among new recruits, potential business managers and 
graduates over the last twenty years. Coaching and 
mentoring are flexible techniques of training which are 
based on the use of one-one discussion which aims to 
increase knowledge, skills or work performance (CIMA, 
2008). They both symbolised by openness to new ideas, 
enthusiasm, eagerness to listen, and encouraging people to 
become involved in achieving new job experience. The 
schemes of coaching and mentoring can be offered at 
comparatively low cost making them specifically fitting 
talent management tools for organisations in current 
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competitive business environment (CIPD, 2014). 
Nevertheless, according to Peel (2004), a lack of 
understanding about the meaning of coaching and 
mentoring in the context of an organisation can create 
difficulties and influence the employment of any 
development activities.  
According to Dessler (2011), the only one process of 
equipping human capital with knowledge, skills and 
capabilities to perform meticulous job task efficiently and 
effectively is training of the individuals assigned to the 
particular job. Coaching and mentoring helps to enhance 
productivity and performance of the associated employees 
which leads to increase quality of service and ultimately 
enhance financial performance of the organisation (Bhatia, 
2006). Coaching and mentoring of staff can help the 
organisations to enhance employee performance, improve 
their strengths, employee satisfaction, quality of customer 
service, supervision and overall cost for each employee 
(Peel, 2004). It is therefore, the investment in coaching and 
mentoring in hospitality sectors can have high significance 
in improving employee performance. The performance of 
employee is linked to enhance knowledge, skills, positive 
attitudes, abilities and confidence (Armstong, 2009). Thus, 
the enhancement of performance is becoming more 
mandatory for the organisations because it can keep pace 
with the changing business environment and fulfils the gap 
between existing skills and required knowledge to operate 
the business.  

Rationale of the Research 
Because of advancement of new technologies, customers 
can easily make comparison between the equivalent service 
providers and their price offerings through internet and by 
using different mobile applications (Hinkin and Tracey, 
2010). It is therefore, hospitality business always seek for 
skilful staff with wide ranges of skills and knowledge, 
competitiveness, technical skills for the operation of the 
business effectively to achieve long-term sustainability 
(Peel, 2004). In most of the universities, the formal 
educational system is still broad and primarily does not 
focus on particular skills and knowledge such as dealing 
with specific customer, innovative technology, operating 
machines, and motivating the entire workforce. 
Consequently, there is maintaining gap in between existing 
capabilities, knowledge and skills of employees and 
required qualities for the companies (Denis, 2011). Training 
of employees particularly coaching and mentoring could be 
the key tool which plays significant roles to bridge the 
maintaining gap between existing skills of the employees 
and required skills for the company.  
The service employees need to me more trained, skilful, and 
capable to customer care in the hospitality industry because 
it is highly based on excellent customer service and 
customer satisfaction. To provide excellent customer 
service, special skills and knowledge is requires which can 
be obtained from training and development particular 

coaching and mentoring of the employees (Singh, 2014). 
Therefore, this research can be beneficial for the entire 
hospitality industry as well as the hotel sector in formulating 
employee training and development programmes in order to 
enhance their capabilities and performance.  

Aims and Objectives 
The main aim of this study is to examine the effects of 
coaching and mentoring on employee performance in the 
UK hotel industry. The main objectives of this research are 
as follows: 

 To analyse the extent of employee performance 
with respect to coaching and mentoring adopted by 
the hotels. 

 To investigate the effects of coaching and 
mentoring on employee performance.  

 To examine the impacts of coaching and 
mentoring on overall benefits for the organisation.  

Literature Review 
Training and development of employees is very important 
for the organisations by which they can generate the team 
of excellent working professional. The appropriate strategy 
of training and development of employees can help 
companies to achieve competitive benefits by using their 
resources effectively and efficiently to optimise service 
excellence and innovation in service industries 
(Aswathappa, 2007). Coaching and mentoring are the parts 
of training and development which both focus on the 
individuals, can help to enhance motivation, morale and 
their productivity. According to Whitmore (2003), coaching 
can be viewed as “unlocking a person’s potential to 
maximise their own performance and it is helping them to 
learn rather than teaching them”. Therefore, coaching is a 
procedure which enables individuals learning and 
development in order to improve their skills and 
performance. In addition, coaching is primarily related to 
individuals’ performance and the enhancement of definable 
skills which is generally starts with the goals of learning 
which are already identified (Cole, 2002). Effective coach 
always share their capacities to assist the learners 
developing listening skills and observing themselves. That 
leads much quicker acquisition of knowledge, skills and 
adjustment of their individual behaviours.   
Mentoring is generally used to explain the relationships 
between less experienced people called mentee and more 
experienced people called as mentor. Mentoring is viewed 
as face-to-face, dyadic and long term associations between 
supervisory adults and students which help to enhance 
professional, personal or academic development 
(Donaldson et al., 2000). There is a high argue between 
practitioners and academics in the field of assisting 
employees to learn and develop regarding the meaning of 
the term coaching and mentoring. However in general, 
coaching involves the informal communication in between 
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supervisors and others employees day to day basis that 
consists of rewarding positive performance which exceeds 
or meet pre-determined expectations; correcting attitudes 
which does not meet the expectations associated to 
performance; and helping to enhance performance even 
when there is satisfactory performance (Armstong, 2009). 
Similarly, mentoring is generally outside of command of the 
employees. The mentor fosters and guide employees’ 
professional growth which can be informal or formal in 
nature.  

Training and Development of Employees 
Coaching and mentoring are not recent phenomena in 
training and development in the field of human resource 
management. The concepts of coaching and mentoring are 
human activities which are concerned to learning and 
development activities of the individuals. Training and 
development is one of the main functions of the entire 
human resource management of an organisation. It refers to 
the activities of learning focusing towards the achievement 
of specific knowledge and skills in order to accomplish the 
specific task (Cole, 2002). The training specially focuses on 
particular task or job such as needs for the efficient 
employees to function newly employed machinery, or 
efficient sales team to optimise volumes of sales. Moreover, 
training and development is a systematic and planned 
function in order to modify employees’ behaviours with the 
help of learning activities, programmes and events that help 
to achieve abilities, knowledge, competences and skills to 
perform job effectively and efficiently (Hinkin and Tracey, 
2010). Training and development is therefore a systematic 
process of developing professional understanding, 
knowledge and skills of the people which assists them to 
enhance organisational and individual performance.  
As asserted by Dessler (2011), companies can achieve their 
business objectives, overall organisational values and 
mission, and support culture of innovation through training 
and development and enhancement of employee 
performance. It also can help to increase productivity and 
profitability of the company through enhancing employees’ 
competences. In addition, the specialised skills, knowledge 
and competences from training and development also help 
to enhance employee satisfaction and which consequently 
helps to diminish staff turnover (Siddiqui, 2008). Training 
and development also provide competitive advantages for 
the companies through minimising accidents, scarp and 
damages; eliminating performance deficiencies; meeting 
further needs of the employees; and making them to stay 
long in the associated company which all help to enhance 
customer service (Aswathappa, 2007).  
Therefore, training and development in a company is one of 
the main tools for the enhancement of employee capability, 
job qualities enhancing managerial accomplishment, lower 
production cost, higher employee morale, and reduces 
employee turnover (Cole, 2002). It also assists to fulfil the 
gap in-between organisational occurrence and expected 

level of the employees. However, according to Singh 
(2014), various scholars argue about the importance of 
training and development and expenses of these functions; 
but acknowledged the improvement capacities of 
individuals because of training and development.  

Types of Training 
There are different types of training and development of 
employees in the workplace. The main forms include 
employee orientation, apprenticeship, health and safety, and 
coaching and mentoring which are commonly used by many 
organisations.  
Employee Orientation: It is a part of long-term investment 
for the especially newly appointed employees. It is 
important for the new employees to get easy access to basic 
services, programmes and information which provides 
clarifications and allows them to get active participations in 
the organisation. The employee orientation thus introduces 
new employees in the new environment; make the people 
feel comfortable and welcome; and helps to attract new and 
capable people towards the organisation (Armstrong, 2009). 
The main benefits of employee orientation are: establish 
clear standard which assists to lower disputes and limit 
liabilities; inform company’s policies to the new 
employees; promote consistent management; demonstrate 
commitments to equal treatments for the people; and 
provide protection from claims of sexual harassments and 
discrimination (Fuller and Unwin, 2013). The employee 
orientation includes orientation to the business organisation, 
company policies and processes, safety and emergency 
procedures, discussion of benefits packages, description of 
job responsibility and expectations of the performance.  
Apprenticeship: It is a contract between employer who 
wants skilled workers and an individual (apprentice) who 
want to learn knowledge and skills – “earning while 
learning”. It is an industry-based learning procedure which 
combines the experiences of on-the-job with technical 
training to create certified individual. After completing the 
specified period of training, apprentice receives a 
qualification certificate. An average of 85% apprentice’s 2-
5 years of training is spent in the workplace; the remaining 
time is spent at the institution of training (Fuller and Unwin, 
2013). So, the apprenticeship is a work with an associated 
programme of skill development designed by the companies 
providing employments. It offers the employees to achieve 
technical skills and real practical experiences, along with 
personal and functional skills which are essential for current 
and future career (UNISON, 2011). These are obtained with 
the mix of studying in the place of work, formal off the job-
training and the chances to practice and implant new 
knowledge and skills in the actual workplace situation. 
After the completion of apprenticeship, the employee must 
be capable to perform full responsibility in the situations 
associated to the work, competently and confidently to the 
high standard which is pre-designed by the company (Fuller 
and Unwin, 2013).  
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Health and Safety: Different governmental and non-
governmental organisation monitors health and safety 
standard in the workplace. Mostly in developed countries, 
employees are offered compulsory health and safety 
training to all the new and existing staffs by the managers 
or the employers. The health and safety training involves 
providing major health and safety tips and information 
associated to the workplace environment. That ensures 
people work in an organisation knows how to work safely 
without any hazard to their health; helps to develop positive 
health and safety culture; and meet the legal responsibility 
of the company to protect the health and safety of the people 
working in for the company (HSE, 2014).  
Coaching and Mentoring: Coaching and mentoring are the 
important parts of training and development of employees. 
Coaching targets high improvements and high performance 
of the people at the workplace and generally focuses on 
particular goals and skills; however it might also have some 
effects on personal attributes of an individual like 
confidence and social interaction.  The coaching process 
mainly lasts for a short time period (Bhatia, 2006).  
Mentoring on the other side, is an informal of formal 
procedures for more experienced staffs to share their skills 
and experiences about industry or business in order to 
achieve organisational goals and objectives as well as 
individual goals of the employees. In which a mentor should 
have in-depth understanding and knowledge about the 
company or the business and can help or guide others in the 
workplace (Dessler, 2011).  

Perspectives of Coaching and Mentoring of Employees 
Developing skills and capabilities of the existing and new 
employees are the important aspects of overall corporate 
strategy of an organisation. Companies cannot expect to be 
competitive unless they provide training and development, 
inspire them and support them through providing 
continuous learning environment (Armstrong, 2009). The 
practitioners of human resources contribute to the success 
of an organisation to the extent that they contribute to the 
goals of educating and developing employees. Learning and 
development is now becoming complex, which requires 
decision about the issues like adaptation of internet 
technologies, but increasingly mentoring and coaching are 
being viewed as crucial aspect of effective learning strategy 
for the organisations. There are many evidences that 
coaching is very useful to improve performance of the 
employees, that increases motivation and confidence, 
develop and improve the skills of leadership and helps 
people deal with complexities and challenges such as 
improving relationships, hitting sales targets, making 
proper decision and team buildings (Bhatia, 2006).  
It can lead to better communication and higher engagement 
in an organisational level. Organisations can boost their 
business through introducing the culture of coaching and 
mentoring. According to a senior lecture Oxford School of 
Hospitality Management Dr. Gannon (2014) argues there is 

about 75% companies use coaching as a development tool 
currently. He added that wide range of organisations in the 
hospitality industry has helped to create partnerships and 
implanted coaching and mentoring cultures which ensures 
that the managers take responsibilities for empowering and 
motivating their team members and establish an 
organisational-level commitment to shared business.  
The terms coaching and mentoring are widely used in the 
present business world. There are various reasons behind 
coaching and mentoring but the bottom line is to provide 
focus on the tangible business significance, businesses can 
see increased profitability and productivity if the businesses 
invest money and time in these programmes (Barber, 2004). 
The task at hand is most important for the coach who has to 
help the individual learn the requisite behaviour, attitudes 
and skills essential to perform the work successfully within 
the success parameters which is agreed previously. 
Therefore, the task should be well defined and the 
conversation should be done with specific timeline and 
clear focus. Mentoring concentrates on interpersonal and 
conversations transcend more widely into common work-
life (Dessler, 2011). This means that the interaction could 
be more focused, more philosophical on behaviours and 
attitudes than on particular skills. Mentoring is personal and 
coaching is about performance. Therefore, if there is 
desirable or appropriate for individuals, supervisor should 
immediately coach them. Mentoring and coaching both 
have used in leadership interventions of companies; 
however the leaders need to be apparent regarding what 
they are performing, what the situation needs, and what the 
other person needs (Sims, 2006).  

Definitions of Coaching and Mentoring 
According to CIPD (2013), “Coaching and mentoring are 
development techniques based on the use of one-to-one 
discussions to enhance and individuals skills, knowledge or 
work performance”. However, some companies refer to the 
activities of coaching in general terms such as life coaching, 
performance coaching, business coaching, facilitative 
management; and mentoring is used as some specific type 
of counselling (Kinlaw, 2000). Mentoring can be formal 
and informal. In the formal mentoring, mentor and mentee 
are distinguished by senior employees by focusing on 
organisational and individual goals; the duration and scope 
of mentoring relationships are structured; and the frequency 
of learning experience and contact is structured. But in 
informal mentoring, mentor and employee pair with each 
other instinctively and usually provides focus on goals and 
objectives of the employee; the duration and the 
relationships of mentoring could be short-term as well as 
long-term; and frequency of contact and experience from 
the learning are unstructured (Kulik and Bainbridge, 2005). 
The term coaching for the staffs should have target of high 
improvement and high performance of the employees at the 
workplace which generally refers to procedures of assisting 
others in order to improve their working skills, develop and 
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learn new skills, achieve aims and objectives, find 
individual success to manage personal and organisational 
challenges.  

Coaching  
According to Werner and DeSimone (2009), some scholars 
view coaching as some function basically as a tool for 
executive development or to assist professionals and 
problem executives get back on track. They define coaching 
as “helping to change the behaviours that threaten to derail 
a valued manager” (p. 316). However, according to 
Blanchard and Shula (2001), the process of coaching can be 
different on the basis of the workplace situation. The term 
coaching mainly denotes to the methods of assisting others 
in order to develop and learn new skills, improve, find 
individual success, attain determined goals, and balance 
individual challenges and opportunities for success. 
Coaching can address behaviours, attitudes, skills and 
knowledge and could also be focused on spiritual and 
physical enhancement of the employees.  
Similarly, according to Aswathappa (2007), coaching is a 
structure of training which normally includes one-to-one-
support aimed to help an individual to improve in a practical 
sense. He added that coaching can be referred to different 
situations: coaching inside the company can be alongside or 
equating to mentoring and training; and coaching outside 
the company can be as individual private service, basically 
delivered by small companies or self-employed-coaches. In 
addition, coaching might denote various types of delivery 
of individual development for instance: the procedures of 
mentoring or training or augmentation within organisations; 
and the provision of particular services for individual 
development by private interpersonal or small firms 
(Oguntimehin, 2001).  
Coaching involves different types of individual 
development which normally refers to a sense of consent, 
agreement and willingness to take part on the division of 
learners; however this term may also indicate the situations 
for development where the learners have far less input to 
procedures and methods and really the provision of 
coaching itself (Stolmack and Martin, 2005). It preferably 
assists an individual to identify their own resolutions, rather 
than imposing the resolution from the viewpoint of the 
coach. Coaching generally involves one-to-one, regular and 
ongoing, personalised, enabling, planned, focused on aims, 
adaptable, model-based measured and recorded, and time 
bounded (McGovern et al., 2001). Thus, coaching involves 
various aspects of effectual designation, particularly the 
thought of SMART objectives; however it tends to more 
driven on the basis of learners’ need instead of 
organisational needs which generally determine delegation.  
Moreover, coaching primarily relates to the improvement of 
performance in a specific skill area often over the short 
term. The goals are typically set on the basis of the 
suggestion of the coach. Whereas the learners have main 
ownership of the goals, but the coach has primary 

ownership of the procedures of coaching. In the majority of 
circumstances, coaching consists of direct extrinsic 
feedback which is normally but not forever linked with 
some outline of changing performance, whereas mentoring 
is more related to career self-management of the people 
(Megginson and Clutterbuck, 2005). Therefore, mentoring 
might engage of providing practical suggestion and focuses 
on obtaining specific goals and objectives within ideal time 
frame.  

Mentoring 
Mentoring is defined as the professional relationships in 
which an experienced individual who is called mentor helps 
another person called mentee in developing particular 
knowledge and skills which can improve personal and 
professional growth of less-experienced people (Pertin, 
2011). Mentoring can be one-to-one, non-judgemental 
associations in which a personal willingly provides time to 
encourage and support others which normally developed at 
the transition time in the life of mentee and lasts for 
sustained and significant period of time. Mentoring assists, 
support, advocacy or guidance provided by one individual 
to other for the achievement of pre-determined objectives 
over the specific period of time.  
According to Marquardt and Loan (2006), mentoring is 
“Off-line help by one person to another in making 
significant transitions in knowledge, work or thinking” (p. 
4). In other words, mentoring is a type of support of one 
person to another person within individual relationships 
generated through regular contacts over the specific time 
period. However, according to Megginson and Clutterbuck 
(2005), mentoring associates to identification and nurturing 
of likelihood for an individual which can be long-term 
procedures in which the objectives might change but are 
always determined by the mentees or learners. The learners 
own both the process and the goals. Feedback comes from 
the learners and the mentor assists them to develop 
understandings and insights intrinsic interpretation.  
Similarly, as asserted by Blanchard and Shula (2001) 
mentoring involves supporting people in identifying and 
defining needs of their own development and setting their 
own goals and objectives; encouraging self-governing 
learners; allowing them to talk and raise their complexities, 
reflecting back, clarifying occasionally, and challenging; 
helping them to reproduce their thoughts, feelings, 
behaviours and beliefs, and to observe difficulties from 
various perspectives; encouraging and guiding them in 
independent solution and analysis of their opportunities and 
problems; supporting the solution of issues by embracing an 
integrated approach; and enabling them to become effectual 
in decision making.  
It is important to point out that coaching and mentoring are 
distinct terms in both the desired outcomes and the format 
they adopt. However, there are number of overlaps and 
similarities between coaching and mentoring. According to 
Clutterbuck (2001), coaching is primarily associated to the 
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development of definable skills and performance of the 
people which generally starts with previously identified 
learning goals. Conversely, mentoring is generally more 
focused with assisting the executive to determine the 
appropriate goals to pursue and why it should be pursued; 
and is usually a long-term relationship. It seeks to construct 
intelligence, the capability to use knowledge, skills and 
experiences to new problems and new situations (Benabou 
and Benabou, 2000). They added that coaching is more 
focused on achieving particular goals within specific time 
frame whereas mentoring is an evolving and open agenda 
and deals with different issues.  
To sum up, coaching is such as developing professionals 
who are dedicated to work on achieving particular 
objectives and goals for any reasons. In coaching, learning 
is basically focuses on capabilities, the coach effectively use 
the learners’ existing competencies, and inspire and respect 
their professional competencies. On the other side, mentors 
are more likely to have followed a career path, in which 
learning is focused on their behaviours, focuses on 
professional and personal development, is more interactive 
with focused factors, and is a role model.  

Organisational Significance of Coaching and Mentoring 
Coaching and mentoring include combining experienced 
peoples with other non-experienced employees that can be 
used to assist adapting to the workplace culture and 
environment. This can involve combining an experienced 
professional with new employees to assist them 
understanding the organisational goals, objectives and 
culture and work environment (Clutterbuc and Megginson, 
2005). Coaching often appears when current or new 
employees can be benefited through individual guidance on 
particular procedures, job duties or responsibilities. 
Mentors can also be used by small businesses to assist their 
employees in developing their specific career path like 
management. The main significance of coaching and 
mentoring are as follows: 
Retention: In an organisational level, coaching and 
mentoring can offer number of advantages. It can assist the 
organisation in encouraging employee loyalty (Bhatia, 
2006). When experienced professional help shaping the 
career of mentee and providing them opportunities, then 
they might feel higher sense of commitment and connection 
to the business. Coaching helps people to feel comfortable 
with their seniors and even the management, and 
encourages them to participate in open communications that 
help enhance positive work experience. That helps to 
enhance employee retention within the organisation 
(Kinlaw, 2000). Retention thus helps the organisation to 
save money on ongoing recruitment and selection, and 
training of newly replaced employees.  
Personal Development:  Taking benefits of knowledge, 
skills and expertises from the experienced professionals and 
employees can assist less experienced employees gear up to 
the speed. Consequently, it helps to enhance their efficiency 

and productivity. Moreover, coaching and mentoring can 
provide direction and guide the people along the career path 
that results in the individuals being well versed on the 
expectations of the organisation (Clutterbuck et al. 2012). 
Coaching basically allows interpersonal to solve problems 
and concern within the boarder-line of confidential and 
trusted   relationships which can assist reducing frustrations 
on individual level and enhance individual work 
satisfaction, and provides various benefits for the 
organisation.  
Team Efficiency: Coaching and mentoring can enhance 
team function, department and the whole organisation. It 
helps the managers to identify strengths and weaknesses of 
every employee (Megginson and Clutterbuck, 2005). For 
instance, sport coach inspires their team to achieve success, 
similarly should corporate the managers in an organisation. 
The managers of an organisation should identify what to be 
accomplished by the team and articulate these objectives 
and goals clearly. The managers provide feedback 
frequently in order to increase performance of the 
employees, they supports people to encourage them in 
team-working. Mentoring includes a more experienced 
professional helping the junior employees to develop them 
towards the organisational requirement. The relationships 
generally, last for their whole career life within the 
organisation, during which experienced professionals share 
their skills, knowledge and thoughts with the less-
experienced staffs (Clutterbuck, 2007). In addition, 
coaching and mentoring can help to build employee morale 
and companionship within the organisation which helps to 
enhance team building concepts and activities.  

Theories of Coaching and Mentoring 

Goal Setting Theory 
The Goal-setting theory is first developed by Latham and 
Locke in 1960. This theory states that goal setting is 
essentially associates to task performance of the people. It 
states that challenging and specific goals along with proper 
feedback provides better and higher task performance. In 
general, goal indicate and provide direction to an individual 
regarding what needs to be accomplished and how much 
effort is needed to accomplish this. The clear and specific 
goal leads to greater result and higher performance. 
Measurable, unambiguous and clear goals accompanied by 
a deadline for competition evade misconstruction (Luthans, 
2011). The goals should be challenging and realistic which 
provides a person a sensation of triumph and pride when 
he/she accomplishes them, and leads him/her up for 
accomplishment of another goal. Appropriate and better 
feedback of outcomes directs the individuals’ behaviour, 
and leads to high level of performance than without 
providing feedback. The appropriate feedback helps the 
employees to perform with more involvement which leads 
to higher level of job satisfaction (Locke and Latham, 
2002).  
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According to Armstrong (2009), this theory focuses on the 
setting of agreed goals and objectives with their employees 
against which the company can assess their performance. 
The goal setting theory turn round on the clear vision that 
when there are specific goals, then people could provide 
more effort and accomplish a high level of performance in 
order to attain the targets. However, according to Luthans 
(2011) asserts that commitment only is not enough to 
accomplish these targeted goals. In addition, Bhatia (2006) 
claims that participation of employees in setting goals is not 
always desirable; however, it leads more involvement and 
makes goals more acceptable. It is therefore, goal setting 
leads higher performance through enhancing efforts and 
motivation level. Nevertheless, the managerial goals and 
organisational goals are sometime conflicting which can 
have detrimental effects on employee performance; and if 
there are lacks of competencies and skills among the 
employees, then setting of the goals can fail which leads to 
undermining the performance.  

The Five Factor Model 
Number of scholars endeavoured to the study of 
relationships between human personality and its reaction to 
their task performance. The companies need mentally 
prepared staffs in order to conquer the upcoming challenges 
and attain organisational goals and objectives. In this 
regard, McCrae and Costa (1984) proposed a model called 
five-factor model which shows the relationships between 
job performance and the personality in the scenario of an 
organisation. This model primarily focuses on social 
aspects of the organisation than personal abilities of the 
people (Kohli and Deb, 2008). The five factors discussed in 
this model are presented as follows: 
Emotional Stability: It refers to self-efficacy and high 
emotional quotient that can lead to believable and consistent 
behaviours. They can calm even if the situation is 
challenging because they have high level of self-control. On 
the contrary, the people having low level of emotional 
stability and self-control are very concerned during the 
challenging circumstances (McCrae and John, 1992). 
Extroversion: The extrovert that has unreserved personality 
perform at their best in organisational atmosphere that is 
more social and requires a low level of supervision to get 
their targeted goals. However, the introverts are not highly 
stimulated at work and perform less than par level. The 
extroverts are further tough seeking whereas the introverts 
are highly aggressive to achieve existing goals. Therefore, 
the regular guidance is necessary from the managers to 
perform better (McCrae and Costa, 1984).  
Openness: The people who have open behaviour to new 
experience and extraverts also refine as the organisational 
leaders. The employees having openness behaviours take 
the feedback and suggestions associated to performance 
improvement positively and employ in the job enrichment 
and self-initiated learning (McCrae and Costa, 1984).  

Agreeableness: The people with agreeableness quality tend 
to adjust in a team work easily. But, the people generally 
are not interested and agreed to voice believes and thoughts 
to demonstrate the quality of a good quality leadership.  
These people are innovative and creative in nature (McCrae 
and Costa, 1984).  
Conscientiousness: These types of people are passionate 
regarding to their job and perform their jobs in full 
standards. According to Kohli and Deb (2008), these type 
of employees are often whilst blowers within the 
organisations and they hardly absent in their job.  
The understanding of these five factors helps to develop the 
cooperation among the peoples in the organisation as a team 
and enjoy various individual traits at the workplace (Kohli 
and Deb, 2008). This model suggests that the employees are 
motivated when the targets or goals are determined, then it 
leads to better results and the personality components also 
have important roles in successfully achieving such targets 
(Paunonen et al., 2000).  

The GROW Model 
The GROW Model was initially developed by a 
performance coach Whitmore in the 1980s. It is a good way 
of thinking about how we will plan a journey. First, we 
should decide where we are going (goal), then identify 
where we are at the current time (reality). Then we explore 
various obstacles or options to our destination. Finally, we 
should establish our will and ensure that we are committed 
to make the journey and arranged to overcome from the 
obstacles that could come on the course (Whitmore, 2004).  
The GROW model is one of the important, successful and 
most established coaching models. The model provides a 
controlling equipment to elicit, highlight and maximise 
inner potential by using various coaching conversations 
(Libri, 2004). This framework is highly popular and 
globally renowned because of its success in both goal 
setting and problem solving, helping to maintain and 
maximise individual productivity and achievement. 
According to O’Connell and Palmer (2007), the GROW 
model has proven successful worldwide to various 
backgrounds of individuals and varieties of experiences. It 
outlines the most ordinary foundation of coaching in 
various universities and organisations in the world. The 
model can be implemented by adopting carefully created 
questions which promotes a in-depth responsibility, 
awareness and encourages practical behaviours which 
results in practical methods to achieve goals and conquer 
the obstacles. In addition, Dembkowski and Eldridge (2003) 
assert that the use of progressive and continuous coaching 
ability supports the structures that ultimately assist to 
unchain a person’s true potentiality by enhancing 
motivation and confidence, which leads both long-term and 
short-term advantages. Thus, the GROW Model is very 
useful to yield improved communication, higher 
productivity, better quality in working atmosphere and 
better interpersonal relationships.  
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Employee Performance Management  
Employee performance management involves importantly 
more than periodic assessment of performance. The 
performance management is the art of knowledge which 
deals with employees in such a way that it offers positive 
effects on their thinking and behaviour in order to achieve 
expected level of performance. It is important for the 
managers to be always articulate positive behaviour related 
to performance; what one says or does as a manner always 
influence on their associates (Eckerson, 2009). The type of 
behaviour of the employees mostly probably encountered 
associated to the management of performance attempts stem 
from lack of complete understanding and resistance to 
change of what is anticipated. The participation of 
employee must be obtained when possible for the 
improvement of performance; to the extent that the inner 
working facts of particular work are associated, there is 
nobody who understands the work better than the individual 
who is doing this every day (Srimannarayana, 2010). The 
employees need to know what result is anticipated for each 
task to be done, how these results should be assessed, and 
what standards are adopted in order to assess the output. The 
management of employee performance needs ongoing get 
in touch with every employee; coaching, counselling, 
regular feedback, and training are essential to bring an 
individual back on track if problems occurs. Sustaining 
effective and efficient employee performance involves the 
ongoing attention and involvement of the manager (Ulrich 
and Brockbank, 2005).  
In some companies, performance management is used as the 
procedures of management for performance appraisal or 
performance review or performance evaluation. The label is 
consistently well anticipated which means to describe the 
general procedures which includes far more than semi-
annual or annual performance appraisal through including 
correlation and constant follow-up as essential rather simply 
performing a periodic performance ‘snapshot’ 
(Srimannarayana, 2010). However, the ‘in progress’ 
attention to correlation and follow-up falls by edge and all 
remaining performance task is the periodic appraisal of the 
performance. It is important to note that the beginning of 
this argument that the management of performance is not a 
performance appraisal. But, it is an important component of 
workforce management and can constantly happen whether 
there is or is not an official performance assessment 
instrument in place (Huselid et al., 2005).  
Briefly, the management of performance is the science and 
art of dealing with the employee in a way which intend to 
positively affect their behaviours and thinking in order to 
achieve an expected level of performance. It is a 
fundamental technique for the management which is 
integrated into everyday behaviours of the managers, is 
precious in evaluating, identifying, and resolving the issues 
of employee performance.  

Conceptual Framework  
The current study is based on the assumptions that coaching 
and mentoring is important for the enhancement of 
employee performance as well as it provides different 
advantages for the organisation. Coaching and mentoring 
helps to enhance employee performance: skills/knowledge, 
ability, positive attitudes, confidence, and 
professional/personal development of the employees. In 
addition it also provides different benefits such as increase 
service/product quality, employee retention, team 
efficiency, revenue and profitability and market growth (Fig 
1).  

 
Fig. 1: Conceptual Framework 

Research Methodology 
The choice of method or technique is depends upon the 
willingness to accept the proposition associated to every set 
of techniques and tools. The scholars who prefer qualitative 
techniques of observation, description and questioning are 
called naturalist. Conversely, the researchers who prefer 
quantitative techniques and tools which focus on counting 
and measuring are called positivist. The naturalist and the 
positivists differ in their suppositions about what can be 
known, what is important to study, what research designs 
and tools are suitable, and what benchmarks should be 
adopted in order to assess the research quality. All these 
assumptions taking together are known as research 
philosophies or paradigms (Easterby-Smith et al., 2012). 
This study is conducted based on the assumptions of 
positivism philosophy which states that the properties of 
external world should be analysed through objective 
methods. The positivism philosophy assumes that reality is 
directly measurable, fixed and understandable and there is 
just one external reality, one truth (Saunders et al., 2009). 
This assumption is used in this research because researchers 
who can tolerate uncertainty are more possible to favour 
quantitative techniques which are supported by positivism 
philosophy with its acceptance of various viewpoints of 
constantly changing reality and truth.  
This research is based on the assumptions of deductive 
approach which is highly advocated by positivist 
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philosophers. In this research, the study begins from the 
existing theories, models and literature in the field of 
coaching and mentoring and its effects on employee 
performance. The observation is conducted to test the 
assumptions on the basis of existing knowledge.  

Research Strategy 
This research followed survey strategy which is normally 
related to deductive approach which is more common and 
popular research strategy in management and business 
studies. It is often used to answer how much, what, where, 
and how many queries. This strategy is widely popular 
because it allows large amount of data collection in highly 
economic way from relatively large population (Saunders et 
al., 2009). The survey strategy is highly reliable and is both 
reasonably easy to understand and easy to explain. The 
survey strategy provides more control over the procedures 
of research. However, we should ensure that the sample 
should be representative and the data collection instruments 
should be piloted in order to achieve the better response 
rate.  

Questionnaires 
The method of questionnaires is used to collect primary data 
from the employees of different hotels in the UK. The 
questionnaires method is used because it offers to collect 
data in standardised way and so they are more objective than 
interview; it helps to collect large amount data quickly than 
from interview; and this method is more viable for 
considering large sample test. However, in some situations 
the participants may misinterpret their view because of lack 
of understanding of the questions. Open-end questions can 
produce large amount of data that can create difficulties in 
analysis and interpreting. In addition, the respondents could 
answer superficially if it takes long time to respond (Nichols 
and Childs, 2009). So, special care is provided while 
preparing the questionnaires in this research.  
The questionnaires involve general demographic 
information of the respondents and the questions related to 
coaching, mentoring and employee performance as well as 
overall benefits for the organisation. In order to test the 
coaching and mentoring 4 questions of coaching and 4 
questions of mentoring are used in the questionnaires. 
Similarly, different 10 questions are used to test the 
employee performance with respect to coaching and 
mentoring. And finally, in order to test the overall benefits 
of coaching and mentoring for the organisation, different 
five variables: team efficiency, employee retention, 
service/product quality, market growth, and revenue and 
profitability with 8 questions are used in the questionnaires. 
The questionnaires are prepared to rate in the five point 
likert scale in which in which 1-strongly disagree, 2- 
disagree, 3-Average, 4-agree, and 5- strongly agree. The 
relevance and clarity of the questionnaires is tested through 
pilot study.  

 Data Collection 
The primary data is collected in this research through 
questionnaires survey from the managers and supervisors of 
different 22 hotels who have taken part as a coach or a 
mentor in their organisation. Most of the questionnaires are 
closed ended to avoid the risk of accumulating large amount 
of data in this study. The questionnaires are distributed to 
the managers and supervisors of the hotels. A period of one 
week is provided to answer and return the questionnaires for 
each selected hotel and answered questionnaires were 
collected from the respective managers of the hotels.  

Sampling and Sample Size 
The population in this research is the supervisors and the 
managers of the hotels in the UK who have already 
participated in coaching and mentoring programmes as a 
coach or a mentor. The method of convenience sampling is 
used to collect primary data from the supervisors and 
managers of the 22 hotels in the UK who have participated 
as a coach and a mentor in this organisation. The 
convenience sampling is also called chunk which denotes 
that subset of population which is being examined is chosen 
neither by judgement nor by probability but by their 
convenience (Malhotra and Dash, 2011). The respondents 
were selected on the basis of their interest and convenience 
availability at the specific time of one week. A sample of 
172 participants is chosen from the 22 hotels based on 
London. The names of the hotels are arbitrary because of 
confidentiality.   

Data Analysis Process 
All the collected primary data are entered in the Statistical 
package for Social Science after providing suitable codes 
for every question considered in the questionnaires. The 
major statistical tools used in this study are as follows: 
Arithmetic Mean: Arithmetic mean is obtained by the sum 
of all observations dividing by the number of items. It is 
computed with the help of SPSS 20. In this study, the extent 
of employee performance with respect to coaching and 
mentoring is examined through arithmetic mean of the 
scores obtained in the likert scale.  
Correlation: Correlation is a statistical technique to analyse 
the relationships between the variables. It is measured by 
correlation coefficient (r) which shows the numerical 
measure of linear relationships between the variables 
(Creswell, 2003). The relationship between coaching and 
mentoring and employee performance as well as coaching 
and mentoring and organisational benefits is analysed by 
using correlation coefficient in this study. 
Regression Analysis: It is an important statistical tool for 
measure the effects of predictor variable on dependent 
variable and also demonstrates the relationships between 
dependent and independent variables (Creswell, 2003). The 
regression analysis is computed with the help of SPSS in 
this study. If the value of P < 0.05, then it is considered to 
be significant effects of predictor variable on dependent 
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variable. The effects of coaching and mentoring on 
employee performance and effects of coaching mentoring 
on overall organisational performance are examined 
through regression analysis in this study.  

Quality of Research 
Pilot Study: A pilot study was conducted in this study in 
order to test the feasibility, clarity, appropriateness of the 
questionnaires. The pilot study involves 5 managers and 5 
supervisors of two based on Woolwich London who has 
already taken part as coach and mentor in this organisation. 
This pilot study suggested that the proposed questionnaires 
instrument is understandable, clear and can be answered in 
around 7-8 minutes.  
Reliability: The thought behind the reliability measure is 
that there should be similar result if the trial is repeated 
inherently. This can help to reinforce the findings of the 
study and warrant that the other scientific communities will 
easily accept the assertions. Research findings are 
considered to be reliable if other investigators also can 
conduct the same observations under the same 
circumstances. The internal reliability of the study and the 
research instrument is measured through Cronbach’s Alpha 
(α). The values of alpha are shown in the Table 1.  
Table 1: Reliability Analysis 

Variables  
Number of 
items 

Cronbach’s 
Alpha 

Coaching  4 0.709 
Mentoring 4 0.700 
Employee 
Performance 

10 0.748 

Organisational 
Benefits 

8 0.714 

Overall Value 26 0.903 
Table 1 shows the value of Cronbach’s alpha (α) ranges in 
between 0.700 from the variable of mentoring and 0.903 
from overall 26 items used in the questionnaires. Similarly, 
the overall value of alpha for coaching factors is 0.709, 
value of alpha for employee performance factor is 0.748, 
and the value of alpha for overall organisational benefits is 
0.714. This figure shows that the questionnaires instrument 
and the scale used in this research instrument is consistent 
and reliable. 

Data Analysis, Findings and Discussion 

Participants’ Working Department  
The working department of participants in the survey is 
presented in the following Table 2. 
From the Table 2, we see that the highest number of 
participants is from marketing department which is 37.5% 
and the lowest number of participant is 4.2% from others 
department.  Similarly, the percentage of administration is 
25% which is slightly lower than percentage of marketing. 
The percentage of customer service is 20.8% and sales 
department is 12.5%. This shows that the participants are 
ranged from different department of the hotels.  

Table 2: Participants’ Working Department 
Department Percentage 
Sales 12.5% 
Marketing 37.5% 
Customer Service 20.8% 
Administration 25.0% 
Others 4.2% 
Total 100.0% 

Evaluation of Employee Performance  
The employee performance is evaluated with respect to 
coaching and by sing using five factors associated to 
employee performance which are skills/knowledge, 
abilities, attitudes, confidence, and personal/professional 
development. These factors are tested by 10 questions in 
five point likert scale in which 1-strongly disagree and 5-
strongly agree. The mean of the scores is computed than 
again the percentage of the mean score is computed in order 
to analyse the employee performance level. The table 3 
shows the mean scores obtained in the likert scale.  

Table 3: Mean Value of the Scores of Employee 
Performance Factors 

Factors Mean  Percentage 
Skills/Knowledge 4.13 82.6% 
Abilities 4.13 82.6% 
Attitudes 4.17 83.4% 
Confidence 4.23 84.6% 
Personal/Professional 
Development 

4.06 81.2% 

Overall Employee Performance 4.14 82.8% 
The table 3 shows that all the factors of employee 
performance have mean score more than 4.06 out of five. 
The mean score of skills/knowledge is 4.13, mean of 
abilities is also 4.13, mean score of attitudes is 4.17, 
confidence is 4.23, and personal/professional development 
is 4.06. Similarly, the mean of overall employee 
performance is 4.14 out of 5, this means the company has 
high level of employee performance with respect to 
coaching and mentoring. The mean and respective 
percentage of the mean scores is further presented in the 
following bar graph. 
Thus, the above evaluation shows that the mean score for 
the overall employee performance variables is 4.14 out of 5 
which is 82.8% represents that there is high level of 
employee performance with respect to coaching and 
mentoring in the UK hotel industry.  

Evaluation of the Effects of Coaching and Mentoring on 
Employee Performance  
The effects of coaching and mentoring on employee 
performance are examined through correlation and 
regression analysis. 

Correlation  
The correlation between factors of coaching and mentoring 
and the factors of employee performance is computed with 
the help of SPSS 20 which is shows in the following Table 
4. 
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Table 4: Correlation between Coaching and Mentoring and Employee Performance 

 Coaching Mentoring Skill/Knowledge Abilities Attitudes Confidence 
Personal/Pro. 
Dev 

Overall 
EP 

Coaching -        
Mentoring .638** -       
Skill/Know. .649** .804** -      
Abilities .687** .451** .658** -     
Attitudes .605** .678** .647** .489* -    
Confidence .455** .359 .433* .545** .376 -   
Personal/Pro. 
Development 

.324 .370 .303 .321 .122 .285 -  

Overall EP .757** .754 .859** .824** .777** .671** .503** - 
**. Correlation is significant at the 0.01 level (2-tailed).        **. Correlation is significant at the 0.05 level (2-tailed). 

The correlation table shows that both the coaching and 
mentoring are positively correlated with each factors of 
employee performance. The correlation between coaching 
and skills/knowledge is 0.649, coaching and abilities is 
0.687, coaching and attitudes is 0.605 and coaching and 
confidence is 0.455 which all are positive and significant at 
the 0.01 confidence level. Similarly, correlation between 
coaching and overall employee performance is 0.757 that is 
also highly positive and significant.  
Similarly, the correlation between mentoring and 
skills/knowledge is 0.804, mentoring and abilities is 0.451, 
mentoring and attitudes is 0.678, mentoring and confidence 
is 0.359 and mentoring and personal/professional 
development is 0.370 which all are positive and significant 
at some extent. Correspondingly, the correlation between 
mentoring and overall employee performance is 0.754 that 
is also highly positive and significant at 0.01 confidence 
level.  
Thus, the above correlation analysis shows that coaching 
and mentoring are positively correlated to employee 
performance.  

Regression 
The regression analysis between coaching and mentoring 
and overall employee performance is computed through 
SPSS. The coefficients of regression are shown in the table 
5, where unstandarised coefficient B tells the value of 
number in linear regression equation. The t value shows the 
t-statistics in t test to demonstrate the coefficients are 
significantly unlike from 0. If the value of t is greater than 

1.96 then it represents significance at 5%. The p –value or 
the significance in the table should be less than 0.05 to be 
significant.   
Table 5: Coefficients 

Coefficients 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 
B 

Std. 
Error 

Beta 

1 

(Constant) 1.610 .366  4.401 .000 
Coaching .304 .102 .466 2.988 .007 

Mentoring .308 .105 .457 2.930 .008 

a. Dependent Variable: Overall Employee Performance 

The coefficient of regression shows that coaching has 
significant effects on overall employee performance as β = 
0.466 and P = 0.007 which is less than 0.05. Similarly, 
mentoring has also significant effects on overall employee 
performance as β = 0.457, and P = 0.008 which is less than 
0.05. Thus, both the coaching and mentoring have 
significant effects on employee performance in an 
organisation.  

Evaluation of the Effects of Coaching and Mentoring on 
Organisational Benefits 
The effects of coaching and mentoring on organisational 
benefits are evaluated by using correlation and regression 
analysis.  

Correlation  
 

Table 6: Correlation between Coaching and mentoring and Overall Organisational Performance 
 Coaching Mentoring Revenue and 

Profitability 
Market 
Growth 

Employee 
Retention 

Team 
Efficiency 

Service/Product 
Quality 

Overall Org. 
Performance 

Coaching -        
Mentoring .638** -       
Revenue and 
Profitability 

.710** .601** -      

Market Growth .146 -.069 .299 -     
Employee 
Retention 

.648** .356 .716** .167 -    

Team Efficiency .498** .288 .506** .046 .253 -   
Service/Product 
Quality 

.432* .436** .548** .178 .585 .171 -  

Overall Org. 
Performance 

.707** .456* .878** .483** .772** .618** .697** - 
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The above correlation Table 6 shows that coaching and the 
variable of organisational performance: revenue and 
profitability, market growth, employee retention, team 
efficiency, service/product quality are positively correlated. 
But mentoring and four variables of organisation: revenue 
and profitability, employee retention, team efficiency, and 
service/product quality are positively correlated but 
mentoring and market growth has negative correlation of -
0.069.  
The correlation between coaching and revenue profitability 
is 0.710, coaching and market growth is 0.146, coaching 
and employee retention is 0.648, coaching and team 
efficiency is 0.498, and coaching and service/product 
quality is 0.432 which all are positive. Similarly, the 
correlation between coaching and overall organisational 
performance is 0.707 which is also positive and significant 
at the 0.01 level.  
Similarly, the correlation between mentoring and 
profitability is 0.601, mentoring and employee retention is 
0.356, mentoring and team efficiency is 0.288, and 
mentoring and service/product quality is 0.436 which all are 
positive. Finally, correlation between mentoring and overall 
organisational performance is 0.456 which is also positive 
and significant at 0.05 level.  
Thus, correlation analysis shows that coaching and 
mentoring both and overall organisational performance are 
positively correlated with each other.  

Regression Analysis 
The coefficients of regression between ‘coaching and 
mentoring’ and overall organisational performance are 
shown in table 7 where unstandarised coefficient B tells the 
value of number in linear regression equation. The t value 
shows the t-statistics in t test to demonstrate the coefficients 
are significantly unlike from 0. If the value of t is greater 
than 1.96 then it represents significance at 5%. The p –value 
or the significance in the table should be less than 0.05 to 
be significant.   

Table 7: Coefficients 
Coefficients 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

T Sig. 
B 

Std. 
Error 

Beta 

1 

(Constant) 2.227 .467  4.767 .000 
Coaching .454 .130 .700 3.493 .002 

Mentoring .007 .134 .010 .049 .961 

a. Dependent Variable: Overall Organisational Performance  

The regression coefficient table 7 shows that coaching has 
significant effects on overall organisational performance as 
β = 0.700 and P = 0.002 which is less than 0.05. But, 
mentoring has not significant effects on overall 
organisational performance as β = 0.010 and P = 0.961 
which is greater than 0.05.  

Discussion of the Main Findings 
This study examined the effects of coaching and mentoring 
on employee performance in the UK hotel industry. The 
study has also analysed the employee performance by the 
evaluation of the supervisors and managers with respect to 
coaching and mentoring; and also examined the impacts of 
coaching and mentoring on overall organisational 
performance by using five different variables of 
organisational performance.  
The study shows that there is a high level of employee 
performance with respect to coaching and mentoring as the 
above evaluation of the scores obtained in likert scale shows 
that all the factors of employee performance have mean 
score more than 4.06 out of 5 and the mean score for the 
overall employee performance variables is 4.14 out of 5 
which is 82.8% represents that there is high level of 
employee preference with respect to coaching and 
mentoring in the UK hotel industry. These findings are 
consistent with the assertion by Bhatia (2006), he asserts 
that there are many evidences that coaching is very useful 
to improve performance of the employees, that increases 
motivation and confidence, develop and improve the skills 
of leadership and helps people deal with complexities and 
challenges such as improving relationships, hitting sales 
targets, making proper decision and team buildings.  
Next, this study also shows that coaching and mentoring are 
positively correlated to employee performance and both 
factors have significant effect on employee performance. 
As the regression analysis shows that coaching has 
significant effects on overall employee performance as β = 
0.466 and P = 0.007 which is less than 0.05. Similarly, 
mentoring has also significant effects on overall employee 
performance as β = 0.457, and P = 0.008 which is less than 
0.05. These findings are consistent with the findings by 
CIPD (2013), it has claimed that mentoring and coaching 
are the techniques to training and development of the 
employees which can help to enhance skills, knowledge, 
and work performance of the employees. In addition, the 
current findings are also equivalent to the findings by 
Clutterbuck and Megginson (2005), they claimed that 
coaching primarily relates to the improvement of 
performance in a specific skill area often over the short 
term, and the majority of circumstances coaching and 
mentoring have significant positive links to the performance 
of employees.  
Similarly, the correlation analysis between coaching and 
mentoring and overall organisational performance shows 
that coaching and mentoring both and overall organisational 
performance are positively correlated with each other as 
coefficient of correlation (r) between coaching and overall 
organisational performance is 0.707; and coefficient of 
regression between mentoring and overall organisational 
performance is 0.456. The regression analysis shows that 
coaching has significant effects on overall organisational 
performance as β = 0.700 and P = 0.002 which is less than 
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0.05. But, mentoring has not significant effects on overall 
organisational performance as β = 0.010 and P = 0.961 
which is greater than 0.05. These findings are consistent 
with the findings by Barber (2004) he has claimed that there 
are various reasons behind coaching and mentoring but the 
bottom line is to provide focus on the tangible business 
significance, businesses can see increased profitability and 
productivity if the businesses invest money and time in 
these programmes. These findings are also similar to the 
assertions by Clutterbuck et al. (2012), they said that 
Coaching and mentoring can help to enhance knowledge, 
skills and expertises from the experienced professionals can 
assist less experienced employees gear up to the speed. 
Consequently, it helps to enhance their efficiency and 
productivity. Moreover, coaching and mentoring can 
provide direction and guide the people along the career path 
that results in the individuals being well versed on the 
expectations of the organisation.  

Conclusion 
This research has examined the effects of coaching and 
mentoring on employee performance in the UK hotel 
industry. This study has followed the principles of 
positivism philosophy which states that the properties of 
external humankind should be analysed through objective 
methods. This research is based deductive approach which 
is highly advocated by positivist philosophers. The 
observation is conducted to test the assumptions on the basis 
of existing knowledge. The primary data in this study was 
collected by using survey strategy with the help of 
structures questionnaires.  
In order to test the coaching and mentoring in the UK hotels, 
4 questions of coaching and 4 questions associated to 
mentoring are used in the questionnaires. Five variables of 
employee performance: skills/knowledge, attitudes, 
abilities, confidence, and personal/professional 
development are used; and also five variables of 
organisational benefits: revenue and profitability, employee 
retention, market growth, team efficiency, and 
service/product quality are used to examine organisational 
performance. A sample of 172 managers and supervisors 
who have already worked as coach or mentors in different 
hotels are chosen by using convenience sampling technique. 
The collected data was analysed by using arithmetic mean, 
correlation, regression and percentage analysis. The 
reliability of the instrument is analysed by using Cronbach’s 
alpha. Thus, this study is based on quantitative methods of 
data analysis which can have higher reliability and validity 
than other methods.  
The main findings on the basis of research objectives are 
listed below: 
This study asserts that coaching and mentoring is highly 
correlated to employee performance as well as overall 
organisational performance; and also coaching and 

mentoring has significant effects on both employee 
performance and organisational performance.  
Objective 1: To analyse the extent of employee performance 
with respect to coaching and mentoring adopted by the 
hotels. 
The study shows that there is a high level of employee 
performance with respect to coaching and mentoring as the 
above evaluation of the scores obtained in likert scale shows 
that all the factors of employee performance have mean 
score more than 4.06 out of 5 and the mean score for the 
overall employee performance variables is 4.14 out of 5 
which is 82.8% represents that there is high level of 
employee preference with respect to coaching and 
mentoring in the UK hotels. 
Objective 2: To investigate the effects of coaching and 
mentoring on employee performance.  
This study shows that coaching and mentoring are 
positively correlated to employee performance and both 
factors have significant effect on employee performance. 
As the regression analysis shows that coaching has 
significant effects on overall employee performance as β = 
0.466 and P = 0.007 which is less than 0.05. Similarly, 
mentoring has also significant effects on overall employee 
performance as β = 0.457, and P = 0.008 which is less than 
0.05.  
Objective 3: To examine the impacts of coaching and 
mentoring on overall benefits for the organisation.  
The  correlation analysis between coaching and mentoring 
and overall organisational performance variables shows that 
coaching and mentoring both and overall organisational 
performance are positively correlated with each other as 
coefficient of correlation (r) between coaching and overall 
organisational performance is 0.707; and coefficient of 
regression between mentoring and overall organisational 
performance is 0.456. The regression analysis shows that 
coaching has significant effects on overall organisational 
performance as β = 0.700 and P = 0.002 which is less than 
0.05. But, mentoring has not significant effects on overall 
organisational performance as β = 0.010 and P = 0.961 
which is greater than 0.05.  

Recommendations  
The current survey indicates that 16.7% managers and 
supervisors said that there is no any plan for further 
development of coaching and mentoring and 20.8% 
managers and supervisors said that they are not sure about 
the programmes. It is recommended that the hotels should 
regularly implement coaching and mentoring programmes 
in order to improve employee performance and overall 
organisational performance.  
This study shows that there are only 16.7% participants 
have more than 6 years working experiences in the hotel. 
This shows some problems in employee retention. 
Therefore, it is recommended that the management of UK 
hotels should focus on providing different incentives for the 
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employee as well as training and development in order to 
enhance employee retention within the organisation.  
Further, the organisation can develop regular coaching and 
mentoring programmes as a part of their training and 
development scheme in order to promote future leaders and 
capable workforce for the future competitive business 
atmosphere in the hospitality sector.  
The hotels should have trained coaches and mentors having 
some experience to provide practical suggestion for the new 
and existing employees. The hotels should be committed to 
long-term development of coaching and mentoring 
programmes. In addition, the hotels can develop networking 
opportunities for the participants of coaching and mentoring 
which can help them share their experiences and practices 
which are newly acquired. It should be ensured that the 
sessions of coaching and mentoring have clear goals and 
objectives for the long-term benefits which can help to 
achieve actionable outcomes.  

Limitations and Further Research 
This research was conducted in a limited period of time, 
completed with limited resources and limited expenses, 
having no any external funding; and therefore, it may not be 
free from limitations. The data was collected from just 22 
hotels based on London UK, and so it may not represent the 
real vision of the entire hotel industry in the UK.  
This research is based on cross-sectional approach and thus, 
data was collected at single time rather than frequent 
observation over the same sample. This method cannot 
examine the cause and effect relationships and changes over 
time. The study involved 4/4 factors of coaching and 
mentoring, five factors of employee performance and also 
five factors of organisational performance which may not 
be sufficient and there may have some other important 
variables that can have high influence in the findings of the 
research.  
This study has considered just 172 managers and 
supervisors which are selected from convenience sampling 
technique. The convenience sampling technique is a non-
probability sampling process and which may not represent 
the characteristics of the entire population in some 
situations where there is sampling errors. The sampling 
errors have not been examined in this study.  
Thus, it is recommended to conduct an extensive research 
using large sample from appropriately large number of 
hotels in the UK in order to test the validity of current 
findings. The further researcher can identify more variables 
of coaching and mentoring, employee performance as well 
as organisational performance. Further researchers can 
conduct research by using other research approach such as 
in-depth interview and qualitative techniques which can 
provide in-depth knowledge about the coaching and 
mentoring.  
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