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5ADCM Main Assignment
1.1

Having spoken over the phone to a member of the Learning & Development (L&D) team at Capita, it was confirmed that there are no relevant polices or strategies in place regarding coaching and mentoring and so brief notes from this conversation can be found at DOC1.1. According to the CIPD (2020a), a successful way of enhancing employee development can be demonstrated through coaching and mentoring, so it seems odd that it is not active within Capita. However, Capita seems to be one of many organisations that do not utilise coaching and mentoring. The best practice for coaching and mentoring could be simply having the option to enquire and request it if needed. For example, within Capita it appears that coaching and mentoring methods have been recommended but not demanded. The requirement for mentoring has been recognised but not followed and it is talked about but not actioned. Having discussed this topic in depth with the L&D team member and line management, there are many ways in which both coaching can emerge within Capita, such as through appraisals and training sessions but there is nothing official.

A recent appropriate email communication was broadcasted to all members of staff at Capita which was titled ‘courageous conversions’ and the purpose of this message was to encourage staff to speak up, share their experiences and not to suffer in isolation. This could be seen as an approach to coaching and mentoring. Connor & Pokora (2012) mention conversations are all about listening, understanding and sometimes answering questions, which links appropriately to coaching techniques as a simple conversation can often be where it all begins. Although some would argue that a mass email message is cutting corners. 

There is no official onboarding process for new members of staff at Capita, although it is mandatory to complete various online training courses and to be given relevant schooling on internal systems. In Capita, a new member of team usually shadows another member of staff for a few weeks to get used to the role. Cox, Bachkirova and Clutterbuck (2014) implies this is a developmental approach to coaching as it involves new learning. DOC1.2 shows a snippet of an example of online training that must be completed annually by all members of staff. The CIPD (2020b) explain that line managers have many accountabilities, including general people responsibilities which inevitably includes coaching. The L&D team member at Capita backed this up and confirmed that line managers are almost always responsible for training and coaching their teams. It was mentioned that in order for a line manager to do this effectively, they must do this properly and possibly be trained correctly themselves first in order to do so. 

According to Clutterbuck (2017) daily coaching within the workplace is delivered by line managers. In Capita, if a line manager requests additional training, such as an external coach then this would be questioned such as why you need an external coach, what can an external coach achieve that you cannot and is this really the best option. Appraisals and reviews can be classified as a form of coaching and mentoring because they focus on performance and development, please see DOC1.3 for an example of a workplace appraisal. Gillen (2017) clarifies this and advises many organisations seem to be scrapping appraisals, but they are vital when it comes to improving performance and skills, this also increases employee engagement which is a bonus. 

In Capita, there are six-monthly and annual appraisals which are conducted by Recruiting Operations Managers (ROM) and like most appraisal layouts, performance, objectives and development needs are discussed. During the appraisal, objectives from the previous year are considered and examined in depth before setting new goals. There is also the opportunity to openly evaluate what you think is going well, not so well and what can be done about it. This example relates to coaching in many ways as it focuses on performance management and Connor & Pokora (2012) imply this is a great way to create a personal development plan. Personal development plans have been introduced recently at Capita and are to be used in order to track progress and objectives, an example can be found at DOC1.4. A search into the executive level at Capita has delivered the same results, there are no coaching and mentoring methods utilised. It seems although there is evidence of coaching and mentoring approaches used within Capita, it is still not an official option. The L&D team member disclosed they are desperately trying to change this and there are minor plans in places to roll this out, but nothing legitimate yet. It is positive that Capita are aware of the gap and want to change it but whether they will or not is another story.

1.2

Capita is a large organisation, however the focus here is solely on the Recruiting Partnership Project (RPP) with the British Army, which falls under the people solutions division at Capita. Capita’s mission statement can be found at DOC.1.5. It appears that Capita embraces a non-hierarchical structure, which Roberts (in Taylor and Woodhams 2016) implies is a rather contemporary approach that allows both flexibility and agility when needed. From experience, Capita embraces a matrix organisation within their people solutions division. Unfortunately, there are no charts or images of the organisational structure at Capita to provide as evidence.

There are many ways in which Capita are committed to their people and development such as ensuring appraisals and training courses are always up to date demonstrated on DOC1.6, offering further development courses revealed on DOC1.7 and rewarding incentives to staff when targets are met. From individual experience, to be able to study part time at university while working full time has been an exceptional opportunity, DOC1.8 shows a letter as evidence of this. Individual, team and organisation objectives are managed through a variety of set objectives and are assessed on both progress and performance weekly. These weekly updates contribute to quarterly targets which impact annual figures and DOC1.9 indicates this briefly. 

To describe what best practice means in an organisation is to find the best way to function and effectively reach purpose, and this relates back to Capita’s principles. The CIPD (2020a) add that one way this can be done is through mentoring. It seems that in order to reach purpose, change may be required, and Clutterbuck (2007) suggests that both coaching and mentoring are focused on managing change. Capita (2021) revealed in their annual strategic report from last year that they are improving and supporting various parts of the organisation, such as analytics competency but there is unfortunately no mention of coaching and mentoring. A snippet of this report can be found at DOC1.10. It is clear that Capita are committed to their mission statement but not fully when it comes to coaching and mentoring. 

1.3

There may be a number of factors influencing Capita’s decision not to implement coaching and mentoring. Culture seems to be the biggest issue as previously discussed with the L&D team which gives the impression that Capita are set in their ways. The L&D team at Capita seems small and from experience, there only one team member that deals directly with the division. Caplan (2003) advises altering an organisation’s culture is tricky but doable and focuses on the importance on knowledge-sharing, learning and development which are key elements to an organisation’s success. This may also be impacted by Capita’s matrix style organisational structure. Cox, Bachkirova and Clutterbuck (2014) explains that the complication of organisational structures is increasing, particularly those with a matrix style because there is confusion over authority and accountability. The deprivation of coaching and mentoring may be a decision made by the executive level of management at Capita, which demonstrates a further lack of understanding of the benefits. Possibly the fact that Capita question any requests for training which includes coaching and mentoring indicates controversy and resistance. Clutterbuck (2014) also implies another reason may be cost which understandably needs to be considered. There seems to be a lack of training available for managers who are expected to plan and deliver effective coaching and mentoring to their teams. An email snippet from a colleague on DOC1.11 proves that no formal training has been provided. Another factor that may be influencing learning strategies and future plans for these is the coronavirus pandemic as this is something that is current and organisations are still managing as a top priority, therefore everything else may be on hold. 

1.4

A reasonable recommendation would be for Capita have the opportunity available for all staff to request a coach or mentor, if required. Capita doesn’t have to outsource an external coach in order to do this because from experience, they already have employees who are also fully qualified coaches. The member of staff in the L&D team confirmed his qualification and knowledge on DOC.1.12. However, he is not given the opportunity to utilise his skillset in his current role as L&D manager. Career development coaching is common within organisations according to Caplan (2003) so if staff were aware that they could be coached in order to develop themselves and enhance their skills, then this could be advantageous to both the employee and organisation. This links back to the ‘courageous conversions’ email communication so another recommendation is for better communication across the organisation in general.

It would be great if all managers were given suitable training in order to successfully manage their teams but to also deliver efficient coaching when required. “Becoming an effective coach is the most important skill any manager can develop” Clifton & Harter, 2019, p85. Along with coaching, mentoring is a growing trend within many organisations especially reverse and virtual mentoring. Virtual mentoring could be implemented effectively as a lot of staff at Capita are still working from home due to the coronavirus pandemic and Clutterbuck (2014) proclaims this approach to mentoring may be non-traditional but can be just as valuable when applied correctly. 

2.1

Coaching and mentoring can be promoted with Capita in various ways. Clutterbuck (2014) indicates there are a lot of benefits for an organisation that utilises a coaching and mentoring agenda such as enhanced communication, increased motivation and retention of staff. Along with successful planning, leadership development, commitment and exceptional customer satisfaction which results in an improved organisation overall. An example of this which has already been explained is ‘courageous conversions’ which promotes a coaching culture. DOC.1.13 shows a snippet of a virtual event initiation to discuss the topic of courageous conversations which was optional and available to all members of staff. For some, it may be noticing a colleague who needs extra help and offering to assist them. Cox, Bachkirova and Clutterbuck (2014) points out that while encouraging coaching within the workplace is positive, it is important to remember ethical issues such as confidentiality and conflicts of interest, which could cause potential difficulties. A way to contribute to mentoring individually could be to start having courageous conversations about the need for coaching and mentoring with my line manager and ROM, this could be the first initial step and could be completed during my next 1-2-1/appraisal at the end of the year. This would also present the opportunity to express my views on the courageous conversations email communication which was great but for myself, the email came across as rather impersonal and it would have been better if this was communicated differently, such as face-to-face or due to the coronavirus, virtually. Hopefully after the 1-2-1/appraisal, my ROM will feedback to the executive levels and senior management to spread the word. One could say that in order for change to happen, one must request it.

2.2

There are many ways in which we can contribute to the development of coaching and mentoring within the workplace. However, there may be limitations on what can be done due to company polices, HR and other conflicting factors. Clutterbuck (2014) implies the HR department may need persuading as they often assume coaching and mentoring will become their responsibility on top of all other duties, but this isn’t always the case. If coaching and mentoring were actively used within Capita, there would be more ways to get involved and contribute such as development projects, marketing plans and even the option to sign up as a coach/mentor or coachee/mentee within the organisation. 

From experience, there have been opportunities available to coach new members of the team and the option to enhance personal development by completing further online training courses relevant to the role. DOC.1.14 shows an email snippet where a new member of the team has asked me to explain how to create and manage events so some form of coaching will be provided here. Unfortunately, within Capita there is no option to officially contribute to coaching and mentoring. However, in order to successfully complete the assignment, other methods have been investigated without officially being able to do anything certified. In order to demonstrate a better understanding of coaching and mentoring within my team specifically, the GROW model was introduced and explained. Performance Consultants (2011) proclaim the GROW model is a pillar in many organisations. Cox, Bachkirova and Clutterbuck (2014) suggests it can be linked to performance coaching within the workplace because it involves helping someone discover their abilities in order to do something better. The team were then tasked to complete the GROW model in accordance with their own goals or plans work related or not. This demonstrates my contribution to coaching as there was no option to take this any further or do more without authority from the L&D team or senior management.

2.3 

Due to my role and the lack of authority within Capita, there are restrictions in how to contribute to coaching and mentoring along with supporting and developing the understanding. Another thing to consider is that Capita are in partnership with the British Army, therefore the teams are mixed so training and other procedures are segregated as we are essentially two different organisations. However, during a morning team meeting with some colleagues, the topic of coaching and mentoring was explained and DOC.1.15 shows snippets from the team chat to show what coaching and mentoring means to them. This is another example of my contribution.

Caplan (2003) explains there are many reasons for coaching and within the workplace there is often the opportunity to assist someone in developing their skills or learning a new part of their role. This type of opportunity not only benefits the coachee but also the coach. Cox, Bachkirova and Clutterbuck (2014) clarifies that some managers can become coaches because of their skillset and capabilities, which is a benefit in itself to be considered but also unlocks the chance to develop themselves as well as their coachee. According to Clutterbuck (2014) other benefits include the chance to reflect, academic challenges, own satisfaction along with the chance to increase skills and overall reputation. 

As previously mentioned, the GROW model was tried and tested by my team through personal instigation. By assisting them with completing this model, there has been evidence collected which can be found at DOC.1.16. Not only does this demonstrate that coaching and mentoring has been supported within the workplace successfully but also established and in some ways, there has been a contribution to coaching and mentoring, unofficially. 

2.4 

The CIPD (2020a) confirm coaching takes place within organisations on a daily basis and perhaps although there are no set coaching polices in place at Capita, it doesn’t mean that coaching doesn’t happen. As previously mentioned from experience, there have been plenty of opportunities to coach and train new members of the team. Cox, Bachkirova and Clutterbuck (2014) implies a coach is usually someone who is more experienced and has more knowledge so having been in my role for almost four years, it makes sense to be chosen to train new members of the team. However, Whitworth, L. et all (2009) interestingly disagrees with her co-active coaching approach and sees the coach and coachee as equals in the relationship. One would argue that there are many approaches to coaching and mentoring to explore and as Finkelstein (2019) rightly points out, one size does not fit all. Having coached a new member of the team recently, DOC.1.17 shows some feedback he has provided from the coaching session.

2.5

As already explained, the L&D team have no current plans to develop or implement any coaching and mentoring policies at Capita. It seems for an organisation to do better and be better, they must develop their product and people. The CIPD (2019b) explain development is a key ingredient here and cannot be fully achieved with support from the L&D team and management. Coaching and mentoring fall under the development category and the CIPD (2017) imply this needs to be challenged for change to occur.

Caplan (2003) explains the world of work is forever changing and it seems we are drifting to a coaching culture. Interestingly, it also appears that due to the coronavirus pandemic, many organisations have been pushed out of their comfort zone and a recent CIPD (2020d) report shares general organisational plans to establish the new way of working post pandemic. To which, Chopra, Fessell, Saint (2020) makes a valid point where due the coronavirus pandemic, coaching and mentoring have been in demand across many organisations. For example, some mentors have been pushed to the limit, so it is important to appreciate that even during these challenging times a quick message or phone call can have a lasting effect on someone. 

Whitworth, L. et all (2009) explains coaching is a form of communication, it goes beyond being a job or responsibility but is effectively a skill which emphasizes listening, respect and clarity which is crucially important.  Armstrong (2017) also declares that organisations are always looking for new ways to improve productivity and to hit targets which asks the question could coaching and mentoring be a part of this plan. From this, Caine (2018) also implies coaching is a growing trend within organisations. She explains coaches and mentors are not just there to support people but to put plans in place to make sure results are delivered through enhanced training and development programs. This is a culture in itself which promotes innovation and agility, which is what organisations want. There may be many reasons as to why Capita have not implemented coaching and mentoring, which has already been explored. The CIPD (2020c) do suggest this could be down to cost, time and the business needs. Hopefully Capita may adjust their views on coaching and mentoring in the future and adapt an organisational culture.

Personally continuing to support coaching and mentoring within Capita by ensuring the CIPD (2021) Profession Map is applied daily. If Capita makes any changes to coaching and mentoring policies in future or agrees to offer programs to staff, it would be beneficial to get involved and a great opportunity to demonstrate new skills learnt on the topic. Also continuing to coach new members of staff is an individual objective and is something that can be sustained and developed over time. For my organisation to recognise the efforts that have been made in order to promote and improve coaching and mentoring, an email from management was requested as evidence. However, this request was denied. Hopefully the email from a colleague presented at DOC.1.17 demonstrating my ability to coach a team member in their new role is suffice for evidence to my contribution to coaching and mentoring.

In order to further review coaching and mentoring within Capita, both the GROW model examples completed by a few colleagues in the team and the email from a new member of the staff providing feedback on the coaching he received from myself are great examples to establish an analysis. They both show the individual support and development into the importance of coaching and mentoring along with the continuous drive to both provide and enhance this without being approved to officially implement anything.
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Notes taken from conversation with member of Learning & Development team at
Capita

There are no coaching and mentoring policies in place. They do not exist. The
approach has definitely been recommended but it is not demanded. It is a way of
working which has been recognised but not followed. It is talked about but not
actioned or embedded.

You wouldn’t go to your line manager as such if you wanted a coach or mention.
This goes through the L&D team specifically as this is what they are responsible for.
They always question the need for a coach or mentor, require evidence and need to
know why a coach or mentor is needed, what can they do they you cannot, they can
they bring to the table, etc. Also need to factor in cost and budgeting. Coaching and
mentoring requests are always challenged and the responsibility of who should
deliver this. Definitely part of a line manager’s job to deliver coaching and mentoring
especially to their team/s. However, in order for a line manager to do this properly
they must receive the correct training, and this is something a lot of companies are
missing.

Any coaching and mentoring development plans must go through the L&D team.
They are currently desperately looking at improving and developing this and would
like to use it more proactively within the workplace. They want to equip management
with the correct tools such as performance management as this would be beneficial
to the manager but also staff and in turn the organisation. However, there are no
plans in place right now.

The L&D team member is also a qualified coach and is very eager to develop
coaching and mentoring and he advised that coaching during the pandemic,
particularly via Microsoft Teams was very successful. He advised that coaching is all
about questioning and listening — a coach doesn’t have all the answers.
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Hi Rebekah Thomas,

Your Financial Crime training is due for completion.

Click on the link to begin the course and click on Enrol/Begin and then Launch the content.

Requesting you to complete it at the earliest.

The completion status would require 24 to 48 hours to reflect on the user’s profile.

Please contact the Capita Academy Learning Services team on CapitaAcademy@capita.com if you have any questions.
Visit the People Hub here or Access it through OKTA.

Regards,

Capita Academy Learning Services
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Hello Rebekah Thomas,

Hope you are well and safe.

Following a review we have updated our group-wide mandatory training that you need to complete.

We won't be resetting the mandatory trainings and hence the relevant completions will be updated on your learning profiles.

You are receiving this email as the new program is deployed to you.

‘The program will be accessed through the 'View Learning Program’ (on Workday notification) or click on the link (Outlook email)
On the program page, you are required to click on "Start Program’

‘This will sync all your valid completions on the relevant modules.

If the course is soon to expire or outstanding, it will reflect as incomplete and the module will be available by scrolling down.
‘The program will be marked as completed once all the courses are complete.

NOTE: If this does not work, please log into Workday, access Workday Learning and the program will show in the
‘Required For You’ section. Then start at point 3.

Please contact the Capita Academy Learning Services team on CapitaAcademy@capita.com if you have any questions.
Visit the People Hub here or Access it through OKTA.
Have a great day,

Capita Academy
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From: DoNotReply @Workday.Com <capita@myworkday.com>
Sent: 29 March 2021 20:46

To: Rebekah.Thomas@capita.com

Subject: Manager has now approved all Objectives.

The objective setting process is now complete.

Business Process: Manage Objectives: Rebekah Thomas

Subject: Rebekah Thomas

Details: Manage Objectives for Rebekah Thomas effective on 29-Mar-2021
Click Here to view the notification details.
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Hi Rebekah,

As discussed earlier please find attached the PDP and the Competency frame work guide. | know you are already
well into your university CIPD course that was agreed by the business. Please have a look at the courses that are
available to you via the Capita Academy. You can add other courses but | guess you have enough on your plate at
the moment ?

Can you add the objectives we have agreed , once your happy please send me the completed PDP back and | will
upload them onto WD once we have chatted.

Regards
John

John Arundel
Recruiting Operations Manager

Recruiting Group, ACC Cardiff, Southgate House, Cardiff, CF10 1GR
DD: 02920 726823 | Mobile 07966156028 | Thomas.Arundel917 @mod.gov.uk

Recruiting Tomorrow’s Army, Today
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Capita is a consulting, transformation and digital
services business

We are driven by our purpose: to create better outcomes — for our employees, clients and
customers, suppliers and partners, investors, and society.

We are committed to being a responsible business — in how we operate, serve society, respect
our people and the environment, and deliver attractive retums to our investors

Every day we help millions of people, by delivering innovative solutions to transform and simplify
the connections between businesses and customers, governments and citizens.

We partner with clients and provide them with the insight and cutting-edge technologies that give
time back, allowing them to focus on what they do best and making people’s lives easier and
simpler.

We operate in the UK, Europe, India and South Africa — and across six divisions: Software:
Technology Solutions; People Solutions; Customer Management; Government Services and
Specialist Services
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‘Capita

Reminder

Your Display Screen Equipment training (modules 1 1o 5), test (module 6)
andlor seffassessment (Module 7) has not yet been completed.

Please ensure you complete the above as per our original request

In the DSE Assessment all questions must be answered, if a section of
the assessment remains grey in colour this means that one or more
questions have not been answered within that section

Line Managers have a specific responsibilty for their employees, and
therefore will be notified if your programme remains incomplete.

Before starting your assessment. you will be asked to select who s your
DSE Escalation contact, by which you will need to select their email
‘address from a drop down box (i there is more than one option)

Ifyou have any queries, please do ot hesitate to contact the Capita
Group SHE Team.
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Link for capita academy:

https://capita.sharepoint.com/sites/thecapitaacademy/SitePages/Home.aspx
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Please accept my apologies for the delay in responding, | was on holiday last week and am still trying to catch up.
Details of apprenticeships can be found on the People Hub under Capita Academy:

https://capita.sharepoint.com/sites/thecapitaacademy/SitePages/Apprenticeship-Portfolios.aspx

If you do not have access please let me know.

I am happy to arrange a call with you and your team next week to answer any questions if you would like, just let me
know. Please note that the apprenticeships are subject to Manager approval.

Thanks

Cal

Cal Ross
Senior Learning & Development Manager

‘Capita
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I have just noticed that you are based in Swansea and consequently the English Apprenticeship does not apply as it
is only available to people who work in England. We do have 3 Welsh apprenticeships currently: Team Leader L3,
Operational Manager L5 and Project Manager L4. Would you like further information on any of these?

Thanks

Cal

Cal Ross
Senior Learning & Development Manager

‘Capita
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| apologise that you had to chase me on this. Information on the TL development available in Wales is on the link
below. Let me know if you can’t access and | will try and save the document and send it to you.

https://capita.sharepoint.com/sites/thecapitaacademy/SitePages/Management-%26-Leadership---Wales.aspx

Thanks

Cal

Cal Ross
Senior Learning & Development Manager

‘Capita
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'Capita

Private & Confidentia

s Rebeken Thomas
Armed Forces Carears Offce
Ciipper House

West Qusy Parade

Swansss

A1 1SR

26 suty 2020

Dear Rebekah
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Yours Sincerely

Mr John Arundel
ROM South Waies
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2021 RPP Organisational Objectives

Dear Colleagues,

As we begin the Capita objective setting process for 2021, it is timely
to share the 2021 objectives for the RPP contract...

Whilst we don't yet have all the final details of the Army Demand Plan, we do have
sufficient detail to share with you all. Over these coming weeks, you'll be having an
Objective Setting session with your Line Manager, and so having sight of the RPP
Objectives should help you to anchor your own objectives to the organisational ones.

All Capita colleagues are expected to have agreed their objectives with their Line
Manager and submitted these within Workday by 31st March 2021. We encourage all
colleagues to revisit their objectives regularly throughout the year and if you need to
amend/update your objectives i.e. in April, in light of the final details within the Army.
Demand Plan, these amendments can be made in Workday and in conjunction with
your Line Manager.
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From: RPP Comms <RPPcomms@capita.com>
Sent: 09 March 2021 09:38
Subject: Do you want to get the most out of setting your objectives this year?

Dear All,

If you are not a manager and would like to get the most out of setting your objectives this month, why not attend the
session today at 10am with the L&D team which aims to help you get the most out of setting your objectives.

Join the Teams meeting here

Kind Regards

Emma Withey
People, Communications & Engagement Coordinator

Recruiting Group, Trenchard Lines, Upavon, Pewsey, Wiltshire, SN9 6BE
DD: 01980 618046 | Mobile: 07547 664362 | emma.withey@capita.com

Recruiting Tomorrow's Army Today
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People Solutions provides expert human resources advisory
and digitally enabled services to large public and private sector
organisations. Areas of expertise include learning, resourcing,
pensions and HR outsourcing services business.

We aim to refocus on the parts of these
markets that are attractive and where we have
an ability to win. During 2020, we sold the
sub-scale employee benefits business, which
provided flexible benefits and brokerage
services, in order to focus our investments

on our pensions business, where we have
aleading UK market position.

Our markets and growth drivers

People are at the centre of our clients’ stated
business strategies, creating significant growth
opportunities for our business. According to
NelsonHall, the HR outsourcing market in the
UK s estimated to be worth £7bn and is
expected to grow at approximately 3% a year
through to 2024.

The key market growth drivers are: (j our
clients’ needs for financial sustainabiliy for
both themselves and their employees; (i) a
better employee experience; and (ii) the need
to have access to skills, whether they are
bought, borrowed or buit internally, enabling
them to be fit for a digital future. Legislation
such as IR35 or judgments, such as McCloud
and guaranteed minimum pension
equalisation, offer continuous opportunites.

28 Capita plc Annual Report 2020

Our strategy

The core guiding principle of our divisional
transformation journey is client centricity.

We aim to retain and grow our existing

clients through strong account management
discipline. This involves working in partnership
with our clients, understanding their issues and
needs, increasing service levels, and providing
digital solutions alongside data and insights.

Financial performance

Adjusted revenue decreased in 2020 by 11.8%
to £472.0m, due to contract losses in leaming
services; the transition of historic pension
contract losses and volumes on frameworks in
learing. Covid-19 significantly adversely
impacted learning and resourcing volumes.

Adjusted operating profit declined by 23.8% to
£52.5m, as revenue decreases and increased
investment in the pensions business adversely
impacted profit. Cost containment became the
focus due to the higher fixed-cost base of
learing and resourcing, with Covid-related
declines partially offset by savings.

Adjusted cash from trading operations fell by
8.8% to £64.0m, reflecting the decline in profit,
which was partially offset by improvements in
contractual working capital as a result of CFA
balance unwinds and advanced receipts on
‘some contracts.

Cost and operational excellence

We delivered a fast and effective response
to Covid-19. The division performs critical
processes for clients, including payroll and
pension payments as well as recruitment
and assessment for the British Army (RPP).
We maintained continuity of these critical
services by moving 91% of our colleagues
to home working and assigning key worker
status to others.

In order to serve our clients better, operational
excellence and digital transformation are
critical. During 2020, despite Covid, we
invested in operational excellence tools and
processes across our portfolio. This helped us
manage a remote workforce, while maintaining
aresilient service for our clients. Progressing
along an ambitious digital roadmap remains

a priority, particularly in our pensions
administration business.

We are improving our core products and
platforms while working towards standard
management information tools across all
businesses. We are also strengthening our
analytics capabilty and technological
partnerships with key enterprise resource
planning providers.

The successful transformation of the RPP
contract resulted in a two-year contract
extension worth £140m, starting in March 2022.

Investing in growth

We reorganised our business to align more
closely with our clients so that we not only
execute on their contracts but also solve their
ever-changing challenges.

We invested in the development of our
products, mainly the completion of product
development for: Security Watchdog and
Onboarding; a digital platform for learning;

and a CRM system to improve employee
experience in HR Solutions. We are also
investing i digital remote training capabilfies
as a result of Covid, and we continued
investment i the pensions member experience
and the development of Axelos products.

At 31 December 2020, the total unweighted
pipeline was £2,039m, an increase of £659m
since February 2020, with £736m of TCV won.
The order book at the year end was £534.4m,
an increase of £37.2m since 31 December
2019. In 2020, client value retention and
client renewals increased to 78% and 84%
respectively. Our renewals rate across all
opportunities was 80%, and 81% on those
that we bid for.
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Hello,

I can confirm that there is no training provided for coaching our teams.
However, | have experience of this from previous employment which has helped.
KR,

Stewart

Stewart Dempsey
Lead Recruter
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Hello Rebekah,

Following our conversation on th topi of coaching and mentoring. | am a fully qualfed coach and have been for 3 number of yeas.
Thanks

@l

CalRoss.
Senior Learming & Development Manger

Capita

Tet em——
Mobie-emsemmasese
‘Rdross: Recrulin Group, ARITC, Starly Barcks, Bovigon, Dorse BHD 508
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Dear ILP Community,

Next Monday will be the first ILP Hub of 2021 and our topic will be Courageous Conversations. ILP Hubs are a gathering place for the ILP community, creating a space to cover a variety of
inclusion topics and tools, a place for you to give and receive insight and inspiration, where you can swop tips and share perspectives, enabling change and implementation of Inclusion across
RG. With performance reviews coming up, it's the opportune time to be having Courageous Conversations. The session will be hosted by Cultural Engineer, Fiona Morden and she'll be joined
by two of our growing team of ILP Co Facilitators, Joe English and Laura Nasif. We hope you can join us.

Date: Monday 18° January 2021
Time: 1300~ 1330

Where: on Teams, Click here to join the meeting
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Hi Rebekah,

In regards to the event below, can you please go through event planning in more detail with me? Id like to get a better understanding to how to plan events
and how to create them on the system. As you have a lot of experience in this, | think | could learn a lot from you, if you don’t mind. Pl send a calendar invite
for sometime next week for some training.

Kind Regards

George

Lopl Conway

Hi Al
This is just a reminder that You are invited to the Royal Engineer Event at Swansea Careers Office on the 14/06/21 at 11:30 with SGT Kenny from the Royal
Engineers. This will be a great opportunity for you all to ask questions and gain knowledge on the career path that you have chosen . If you have any issues or

questions please call either of the phone numbers below.

Kind Regards

Lopl Conway

LCpl Conway | Careers Advisor | Swansea Amed Forces Careers Office | Glipper House Quay West Key Parade | Swansea | SAT 1SR
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10 June 2021

hello

Hello team, what does coaching & mentoring mean to you?

' Coaching is showing someone how to do a certain thing such as make a cup of tea and then letting them show you the can complete that correctly
Mentoring is more of a long term thing where someone works alongside you and you show them how you do things and they can take certain aspects
from you and adapt their own way of doing things.

mentoring is a more of an in depth relationship with the learner where they may pick up more on their personal skill, where as coaching has more of a
structure and is more to the point.

That's great. Thank you both
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Thomas, Rebekah Ms (RG-ACC Swansea Rec1) e
Coaching
To: Rebekah Anne Thom

Hello Rebekah,

1 joined the recruiting team at ACC Swansea in March 2021.

Upon my arrival, | completed a number of online training exercises and attended a residential training course in order to be a careers advisor for the British Army.

Since joining the team, you have coached me in my new role even though you are not officially a coach and there is not coaching system in place.

You have trained me to create, plan and run recruitment events and you have shown me how to use the interal recruitment system, DRS.

If 1 have any questions or need any help, you are there to assist me.

Even though you are not a qualified coach or trainer, you have still been responsible for delivering the relevant training | need in order to fulfil my duties. You have listened to me and taken things slowly to
ensure | fully understand. You have also made me question myself and let me figure things out on my own rather than doing it for me — this is something you said you have picked up while studying coaching

and mentoring s part of your uni assignment so itis paying off!

Thank you.

Kind Regards
LCpl Conway

RG-ACC Swansea RMR1 | Swansea Armed Forces Careers Office | Clipper House Quay West Quay Parade | Swansea | SA1 1SR

Personal Email: George.conway102@mod.gov.uk
Tel: 01792 466414 Mobile: 07736489825

Please see below, some unique roles you may not have considered! If you'd like to know more, please feel free to contact me directly. Click the Job Titles below for the Links to the roles.
| HR Specialist | Ammunition Technician | Movement Controller I Port Operator ITechnical Support Specialist ISupply Chain Operative | Postal and Courier ICyber Engineer | Mariner | Scottish Welsh Irish
Division | Guardsman |




