[image: Description: :::::::Desktop:In progress desktop:TRINITY SAINT DAVID:logo:TSD_logo2010.jpg]
B.A. Leadership and Management
Skills for the Workplace
Module Assignment Submission
Student Name:	Carol Vaughan-Roberts
Student Number:	1604568
Module No:	BMSK5002
Lecturer Name:	Dr Rexon Nting
Module Title:	Developing Relationships and workplace Achievement

Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.
Contents
Introduction	3
Case Study	4
Benefits to develop employees in an organisation	5
Coaching.	7
Gaining qualifications while working	8
Benefits	8
Appraisals	9
Team building	9
Developmental needs	9
Conclusion	11
References	12

















Introduction

There is a great amount of time spent at work therefore it’s important to have a great working environment. Looking at the case study of one employee who was encouraged to develop themselves and how this enabled them to climb the ladder from starting in the company as a Call Centre advisor climbing to a position that had them dealing with the business directors and executives. The object of this essay is to look at the benefits of personal development in an organisation, how this benefits an individual and the organisation. Taking an in-depth look at some of the tools and methods used to meet employees and business’ developmental needs. By following the case study, it will show how developing an individual helps keep skills within the business and save time and money in the recruitment process. An article in Forbes.com written in 2014 - Spending on Corporate Training Soars: Employee Capabilities Now A Priority brings to light findings that companies that invest in their employees the most tend to have high impact, proving it pays off to spend on learning and development. This is not only from a skills point of view but the well-being of the employees. To see how this conclusion came about a look into how personal development benefits organisations was done.
Moving on to critically evaluate some of the development vehicles available and showing how they are used to develop the needs of an individual and the organisation. In doing this will help understand how developing the business in this manner is a great assistance to the productivity and success of the organisation. 
The final part is to look at a personal development plan for the employee in the case study. The steps taken to analyse what was needed, the employee’s involvement in the plan and its execution. This case is unique and not a typical example of a personal development plan, where the employees needs for development were met; while this critical assistance that was needed had not been detected earlier.








Case Study

Following the career path of an employee as they climbed the ladder of career opportunities in Carphone warehouse. The organisation provided support and direction to enable the employee to develop; as part of the attraction of the role was the Carphone warehouse employee benefits scheme. The employee entered the business as a call centre adviser. For the first two weeks of the new adviser’s role they are placed in the team where there are two to three experienced advisers helping with any queries. The following two weeks they are assigned a buddy who can help as and when needed. Training was provided on a continuous basis via monitoring and coaching sessions. Carphone invests heavily on training . All employees were encouraged to pursue any area of interest by requesting to spend time in that department or where possible go on a course. The opportunity to gain a level three certificate in customer services was given, the employee took the opportunity and passed. But it is well known that call centre work can be stressful, so as an incentive what was called cart points would be awarded to advisers for a range of accomplishments. The points can be collected and exchanged for electrical goods, weekend breaks, holiday to Iceland.
Through the coaching sessions the employees interest in a supervisor or admin post was recognised; career progression within the business is encouraged  they applied and was successful, after just a week in the post the manager of the team announced they were leaving as they had applied and was successful in a higher post in a different department. The employee then approached the department head to see if they could apply for the role of manager. What they did was to give the employee the role on a three-month probational condition whereas if they could not manage the roll they could go back down to being a supervisor but if the role was suited to the employee the job would become permanent. The employee’s probational period ended and was successful so they then became the Administration manager of the team. While in the admin role the opportunity to have training on Excel which was taken up; it was an off-site two-day course which was paid for by the company.
The company went through changes which meant there were redundancies and the Administration Department would be affected. All the members of the team were given the opportunity to apply for other roles within the business and the admin manager was successful in gaining a higher position as a Support Service Supervisor position dealing with executives and directors of the business. In this role yearly appraisals were given; off-site teambuilding and again the opportunity to develop via courses was given.
All employees across the board also had a yearly bonus paid according to how well the company had gone at the end of year, depending on the role of the employee and the performance throughout the year, the amount of bonus would be paid accordingly. Other attractions that give employees a sense of relationship with the organisation was the team building events, childcare, facilities, on site gym, medical insurance, possibility of owning shares, birthday holiday, one-off payments given to newlyweds and on the birth of the child all of which add to the attraction and relationship of an employee with the Carphone warehouse.
[bookmark: _Toc523945379]Benefits to develop employees in an organisation

Unfortunately, there is a small percentage of people who know from the outset what career path they want to follow, which means most people fall into their career or just work wherever they can get employment. A poll conducted in the United States of America found that eighty percent of employees in their twenties were unhappy with their careers sixty four percent in the thirties and fifty four percent of people in their forties. (Hoffpost, 2013) It is hard to imagine an employee having a career goal or even wanting to develop their career path if they are not happy with the role they are currently working in. A survey conducted in the United Kingdom found that fifty percent of graduates end up working in a different field from what they studied. Ninety six percent changed their career path by the age of twenty-four (Garner, 2014). When you see these findings, it emphasises the need to manage employee expectations and provide incentives / benefits, training and development opportunities. 
When starting a new role training is given, lots of information about the role and the company is given out which is a lot of information to retain. A refresher would be helpful for the information to sink in and not be forgotten especially as some tasks are not performed regularly. As in the case study call centre staff having supervision and a buddy system then one-to-one coaching. Following on from this recognising and filling skill gaps is of importance to do this from time to time. The business would need to run feedback surveys and skill assessments, which would then highlight areas where training is needed. Collaboration can also fill the gap and encourage organisational synergy (Rochester, 2018). As in the case study the opportunity to spend a day or two in a different department to help out and get experience of that department helps the employee get experience needed and the employer support needed at the time. While doing these, recognising changes in the industry and keeping staff knowledge up-to-date will also help the development of a business and stop it from being left behind.
Another area of development is technology; it is fast-paced, and businesses need to keep up. Petty, (2018) states that experts have come to the conclusion that after twenty-four months the next generation of tools have advanced, therefore to keep up-to-date with the tools used in the workplace continuous training is needed. Petty, (2018) also reminds us that there are many examples of businesses that collapsed because they ignored changes in the industry. The business can maintain good training programs, it will help staff advance which in turn keeps the company ahead of its competitors. It also helps advance employee skills which can only be of benefit to the business as it enables them to bring more to the table (Yang et al., 2016). In providing training and development opportunities not only the business can benefit as above but the employees also. In the case study the opportunity to advance employees Excel skills was given along with the opportunity to get a certificate in customer service which is one of Carphone warehouse’s main objective.
Providing an incentive to learn can be part of the development plan for the employee, an article in the Leicester Mercury states pursuing new interests like new computer skills can improve health and well-being which has a positive impact on life (Anon., 2015). When staff can see there is an investment in their development it then leads to greater job satisfaction. It has a knock-on effect of increased productivity; staff turnover is lower, and profitability improved. Research conducted in the United States on a group of nurses showed that there is a strong connection between career development and job satisfaction which could be linked to job retention (Yarbrough et al., 2017). In managing to retain staff the business then has a pool of candidates for internal promotions, which can save time and money on recruiting costs and time training a new employee to gain knowledge of the business and whom are more likely to stay with the business (Duffy, 2017). Carphone warehouse practices the policy of having opportunities for internal promotion and progression (Lovewell-Tuck, 2006) which is evident in the case study.
Not all staff want to be promoted but do need to be recognised in some way or the other. Being recognised as experts in a certain field and rewarded with higher pay because of their knowledge is important. One-off rewards also can help provide employee benefits such as in the case study, Carphone Warehouse have a few like the one cart point mentioned earlier. Cart point given to staff five to ten points at a time, these points could be converted into vouchers and then used to purchase items of choice. The more points the higher the value of the vouchers, which then could be exchanged for a range of goods like electrical items or a weekend away (Hook, 2004). The idea is the more points the higher the value which could be cashed in at the employee’s discretion. These kinds of incentives aid in the retention of staff and make for a happier workforce. When the organisation does need to hire staff, it is a great attraction for new talent having the knowledge that this company invests in its staff. Lisette Johnston, (2018) wrote an article in the Guardian pointing out university teaching needs to keep up with the industry. One way would be to integrate vocational studies with industry which is available with applied science and business courses. Granted this was published focusing on the media industry, but generally this thinking can be applied across the board at skilled workers at entry-level.

Methods of development and how they meet needs 

The above comments cover several different developmental methods. In this section, a deeper look in a little more detail. With the developing world our employees are recognising the need for help in choosing a career, and as a result of globalisation eighteen percent of working adults think it will cause changes to the way they do their work and another eighteen percent believe they will need new skills (Association, 2000). Making the case for employers to provide training and development in the workplace.
[bookmark: _Toc523945380]Coaching.
Coaching is an important part of Carphone warehouse’s continuous development of staff, there are very few members of staff that have not received coaching. The business’ management style heavily leans towards human relation theory where coaching works well. According to Greene and Grant (2003), it is a good way to introduce change as it is a natural instinct to resist; coaching helps introduce and promote change. It helps the organisation to guide and build their staff up, developing them, keeping them happier, motivated and aids towards ensuring the organisation’s vision is not lost. It is a great management tool of empowerment encouraging employees to think for themselves. It is a way the business shows support by challenging staff then giving feedback and guidance. If there is an issue instead of the manager always taking the lead to solve the problem they encourage the employee to find a solution. As time goes on staff members demonstrate better performance and overall are more motivated, becoming less dependent on the manager, more inspired and empowered (Starr, 2002). For example, if there is a piece of work to assess the coach would present the issue to the employee for their opinion and thoughts before providing useful feedback.  Depending on how many issues were picked up the adviser would be asked what their thoughts were, the best way forward and to choose two to three of them to work on over the next three to six months period. The next session’s feedback would be given on how they were doing and if there were any tweaks needed then they would discuss next areas of development.
It is important to note that the recipient of the coaching needs to be receptive and that changes are not made overnight. There are five stages to this method of coaching which overlap as progress is made.
1. Pre-contemplation: No intention to change in the foreseeable future. They are made aware of the need to change. 
2. Contemplation: Considering making changes but have not yet made any.
 3. Preparation: Increased commitment to change, intend to make changes in the near future and often have started to make small changes. This is where a coach would set goals.
 4. Action: Engaging in the new behaviours but have made such changes for only a short period of time (usually less than six months).
 5. Maintenance: Consistently engaging in the new behaviour over a period of time (usually six months). Stage-specific coaching strategies for individuals in the Pre-contemplation (Grant, 2012).
Not all relationships between coach and coachee run as smoothly as they should. At times a coach can feel overwhelmed as they are thought of as the experts on everything, so may undertake to stress on an air of monarchical evangelism, which can alienate the coach and get in the way of the relationship. It also should be considered that not everyone can learn or have the same approach to development. When coaching there is a need to be sensitive and non-judgemental to coachees who may be uncomfortable with coaching. It can seem like a never-ending need of improvement which can make an employee feel inadequate and ashamed that they do not ever seem to be able to make the grade (Cavicchia, 2010). The whole coaching process is a good vehicle to use to develop employees.
[bookmark: _Toc523945381]Gaining qualifications while working
There are many roles within an organisation some of which need a greater understanding of how and why certain things are done. Also, the manner in which it is conducted which is why many roles will be advertised as needing certain levels of education before an individual could apply. Not all employees have had the opportunity to go to college or university but still may have the skills required for a role to fill the gap of educational and experience, one solution is work-based learning. The employee can continue working and gain qualifications in the industry they are working in. As in the case study above the employee worked in customer service and took the opportunity to gain an NVQ level II in customer service. This is done in partnership with the organisation as they have to allow an assessor to come in and explain the course and its requirements to the employees. The participants are given an assignment portfolio where they need to build a portfolio of evidence of particular activities. The assessor would then question the work done, and test on the knowledge and understanding, then sign-off when completed as to whether the employee was competent or incompetent with the task. Once passed if required the employee can move to the next level NVQ level III and higher education courses related to the subject area (Anon., 2016). On completion the employee has skills required and qualified with a great understanding of why and how certain things are done in the sector.
[bookmark: _Toc523945382]Benefits	
The first benefit of employment is a wage or salary, but this is often enhanced by organisations as a reward or encouragement for the services of their employees. The benefit that most companies have is a yearly bonus which is worked out on the performance of the organisation then an agreed percentage is paid to the employees once a year as a bonus. There are two types of bonuses; contracted which is mainly for the office staff and performance-based for the sales staff both will vary depending on the performance of the company and if targets set by the company have been reached. They are paid out as a way of the business saying thank you to their staff (Heathfield, 2017). This gives staff an incentive to achieve the goals to receive a reward for their efforts.
As seen from the above there are very many different ways of which a company will provide benefits to their employees. It really depends on the size and management style of the business. Examples of other benefits that organisations offer are private healthcare, shares in the business, discounts with partnering companies, money off goods purchased from the employee’s company. Carphone staff get forty percent off their line rental with EE (EE, n.d.).
[bookmark: _Toc523945383]Appraisals 
Within organisations, discussions are used to help advise for career planning or suggesting a sense of direction to form a personal plan. It takes negotiation and, further discussions to gain support from others who possess the power to give access to work or learning opportunities (Hirsh, 2007).
Within Carphone warehouse appraisals are normally conducted once a year although it is generally thought that twice a year is more appropriate (Usher, 2017), as it’s a way of keeping track of performance which is documented and agreed on the way forward for training and improvements and can be referred to when management are looking at promotions and increasing pay. Unfortunately, in some organisations appraisals have been used as a tool to terminate staff rather than a way to train and encourage employees (Inc.com, 2018). This time is when a manager and the employee sit and discuss future plans for promotion or development. They also look at performance goals, see where additional support could be given and ensure the employee has what they need to perform their role. This is an opportunity for staff members to grow with the business and focus in on improving themselves in a timely manner without too much pressure. This is all documented and can be referred to as a reminder of goals set and what was agreed on in terms of support.

[bookmark: _Toc523945384]Team building
When looking at teambuilding and not understanding the reasoning behind it, it could seem like a day out having fun away from the office but there truly is a purpose to it. The activities are designed to encourage collaboration and teamwork, normally off-site, team members carry out activities that encourage them to socialise and network with members that they would normally not spend much time with (McDuffee, 2016). At times highlighting talent that employees may not have had the opportunity to show, and at times give the opportunity to deal with conflict between team members (Dyer, et al., 2007). There is something about not being in the work space that allows people to see things differently. This is seen as an important exercise for Carphone warehouse employees as although staff operate from an open office environment it is built up of many different teams. For the company to thrive they need to work together efficiently and effectively.

[bookmark: _Toc523945385][bookmark: _Toc521379428]Developmental needs	

As training and development is very important to Carphone warehouse at least once a year a personal development plan is set for each of their employees by the manager of the Department and worked out between the manager and the employee (Beausaert, 2011). The case study focused on an employee who started out as a call centre advisor the reasoning for that became clear in one of their coaching sessions. Coach picks up that the employee was able to articulate themselves very well and had lots of great ideas. However, the employee would never document anything and often misinterpreted documentation they had received (Team, 2018). Fortunately, the coach recognised this as signs of dyslexia. The employee was unaware and just felt that certain tasks were challenging which held them back from progressing in their career. Although they had ideas about different ways of doing things and believed they could do other roles they would never apply for positions they felt they were capable of doing due to the fear of making errors or being seen as stupid. 

[image: Image result for personal development plan]	
Figure 1. (Institue, n.d.)
The figure above shows the process that employees are taken through when developing a personal development plan. For this employee the purpose of the plan is to grow their confidence and establish their needs as a dyslexic, in order for them to be able to reach their full potential. It was then decided to place the employee on a development plan. It was determined the employee would need to be assessed for dyslexia to see what help could be provided. The employee was unware that dyslexia is classed as a disability and was advised that they could not be discriminated against (Christopherson, 2016), on the contrary reasonable adjustment must be made for the employee.  
The first step taken was to send the employee to an assessment centre to determine what level of assistance they would need to conduct their role. While waiting for the appointment they were given the opportunity to spend time in the administration department to get a grasp of what is required from the team and see if it is still something the employee is interested and capable of doing (Lovewell-Tuck, 2006). This method helps both the business and the employee to be sure that this is the career path to pursue. This also worked well for the employee as they had expressed that they learnt best via hands on experience. From this and former coaching sessions they were able to ascertain that the employee is a mix of visual, verbal and Kinesthetic learner (Hawk & Shah, 2007).
The employee went for the assessment and the report gave recommendations as to what equipment and adjustment can be made to help enable the employee to work effectively. Luckily the Human resource department were aware that “dyslexics often have average or above average intelligence with excellent creative thinking skills which allows them to see a variety of solutions to a problem” (Goldie, 2011). With this knowledge they were only too happy to provide all the aid required to assist them perform their role. They found investing in this employee would benefit them both, the recommended reading program was purchased and installed on the employee’s personal computer and settings for the recommended font was set. The only place they fell short was to make all managers aware that they needed to either provide documentation ahead of time or not do so much hard copy documentation.
[bookmark: _GoBack]After the assessment and the relevant aids supplied the difference in the employee’s productivity could be seen. The employee expressed how much more confident they had become using the equipment provided which helped them express themselves more. The time spent in the administration department reassured the employee that they were capable of conducting the role.
This exercise proved to be very successful as the employer empowered the employee to progress and feel confident when applying for the role of admin supervisor and more so very shortly after achieving the role of Administration manager. Something that would not have happened without the process of a personal development plan and the support of the organisation in playing their part to fulfil the plan. 

[bookmark: _Toc521379429][bookmark: _Toc523945386]Conclusion

This essay concentrated on the developmental relationship and benefits between an employee and their organisation which was the Carphone warehouse. It has been shown that the organisation values the relationship with their employees and have a vast number of employee benefits to entice and encourage their employees. They also are very keen on the development of their staff and are prepared to train, coach and mentor them using various models to suit the different ways employees learn and absorb knowledge. These benefits are seen as an attraction to new employees, and a reason to stay and progress for current staff. This seems to be a winning formula for the organisation as they are a thriving business. It is important to note this will differ from one organisation to another.
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