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Unit 16: Training & Develonment

Task 1

AQL

Training and development, deals with the design and the delivery of learning to ﬁ_x"‘f
improve performance within the business. Nowadays businesses use learning4nd
development instead of training and development and order to emphasise the
mmportance of learning for an employee in a business. Training and development is a
process that employers use to give their employees the required skills and qualities
that are needed for them (o fulfil their job role successful and to the best of their
ability.

Training 1s used to motivate the employees to do their job, which then satisfies the
needs of employees and helps to improve the skilis and knowledge of an employee
related to a specific job. _

In this assignment ['will be covering the following that is listed below:

e Reasons for training staff L
¢ Methods of training A
e Programmes of training v

e Training initiatives
e Internal & External constraints

Reasons for training staff

Below 1 will mention all the reasons why business gives their employee training and

development. Training 1s provided for a variety of reasonsmentioned below. These

are: '

e Meeting departmental and overall business objectives

e [ncreasing productivity

e Introduce new technology

e Jmproving health & safety e

e Crealing a more flexible workforce e

e Helping employees take on new job roles

s [mproving job performance and motivation

« Satisfying UK and European legislation in areas such as employment and equal
opportunities

Meeting departmental and overall business objectives

By trying to maximise effectiveness and efficiency businesses may send their
employees to a training centre, so that they then could meet the businesses overall
objectives. The training that an employees needs depends on what the department
objectives are,

For an example 1f a business aim was “to expand the business’, therefore in the
context of training, the business may consider its objectives to ‘to recruit and train one
new member of stalf by May 2007 and ‘o provide basic heaith & safety training for
the new member of staff on their first day of starting work’. Having objectives like
this then it will be likely that the training that the business will give to its emplovee
are that in the way that they could use the machinery that they have or if the businéss




is a retailer they then might train the employee in how to use the checkpoint till. This
- will be able to be done in the method of on the job training.
If the business was going to recruit an employee because the business has in‘staljfed«iﬁ
a new system in the workplace then if will be likely that the business will send this
employee on a off the job fraining, so that this employee could then bring in skills that
he/she can then use fo the system.
To fulfil the objective the business will be making sure that they give the employee a
healthy & safety training, so that the employee could work safely on the work place
and also that they fulfil their objective. In order for the business to meet its objectives
they should make sure that they objectives are smart.
For an example if a business had the objective of being profitable, training can be
used to develop customer services skills so that as customers are satisfied, they will
then want to shop at the business, which will cause repeat business, repeat could lead
to an increase in profit.
It is very likely that businesses give employees training very often in all departments
as businesses regularly change their aim and objectives once they are met. It fsyt'rue to
say that fraining helps business to meet their aims and objectives. o
Training is provided to enable the business to meet its objectives, and helps creates
direction and focuses for the business.

Increasing productivity

Productivity is the measurement of how much work an employee is actually domg m
the time they are employed. Therefore if businesses send their employees on-fraining
the employees will then be more productive as they will be aware of the bEst
procedures and methods to get the job done.

Businesses could send their employees to a training course where they can learn how
to multitask, this way the business can become more efficient as employees will be
able to other jobs when necessary. For business to increase productivity, they should
offer employees training very often as they will be motivated and when employees are
motivated it is likely that employees will be satisfied in their work.

The two types of training that are used to train employee to increase productivity is
time management and decision-making. Time management so that the emplovee
could then manage their time properly and then therefore will be able to finish the job
on time. Training on decision-making will be nceded so that the employee could then
make decision more quickly and efficiently, without wasting any time.

<
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Introduce new technology
As technology is moving on from day to day, business needs to train their employees,
so that their employees could keep up-to date with the changes in the technology.
Businesses should make sure that they require (raining to employees when there are
changes in the software, so that employees then know how to use the software
effectively, so that they produce documents properly. Training should definttely be
given to employees when new systems are installed so that they are used as efficiently
as possible. As if no training was received then the employees will find it difficult to
use and manage the system, this therefore could cause problems. The problems that
this can cause are one the employees will produce documents or machinery in a
wrong way which then could effect the system its self. Businesses need to minimise
impact of changes. '
Business also may use training to help employees make greater use of hhc software
that they are currently using. As there are many functioning on word documents that




are never accessed by users. By going to training employees could learn these
functions, with learning these functions the employee may be able to do their job
more quickly and efficiently. L

As everyone is using technology on a day to day basis and due fo this the amount of
jobs that are available are decreasing as more companies have introduced tele-
working so therefore employees need to be trained how they should pack shopping
that is being delivered to homes rather than working on the tills.

As teleworking is being increased, so therefore employees reed to be trained in how
to use technology to work from home using I'T services such as web cams dnd e-mail.
This therefore makes them feel at ease and confident. ‘

."M'#:‘

Improving health & safety
Employer’s responsibilities is to provide health & safety training to its employees, this
1s <o that know what to do in the event of an emergency and how they can make the
workplace safer. The most important training that must be given to the employees is
the first aid this is so that when an employee is injured then other employees that are
working alongside with the one that is injured can then help the injured employees, as
others will then have the training to do so. The cost of the First Aid training is very
expensive as it cost business around about £214 for training up to 4 days. And also
evacuation training should be given to the employee in case there is a fire in the
workplace, therefore with having these training employees will be mfm:med in what
they shoulfd be doing. Health & Safety {raining shouid be prowded‘t’o the employee
when employees start the job new.
As giving employees health & safety training is a legal requirement, therefore all
business should have a clear health & safety policy implemented with training
available to support it.
If business gives their employees health & safety training then the training can help
the business to:
e Prevent illness or injuries to employees therefore maintaining high productivity
level

e Havea workinn environment where all emplovees are expected to work sale and
e Minimise thc, financial costs of accidents suc,h(;m 'ioqt. working time and fines
Skills and knowledge that is needed by employees to work in a health & safety way
should be considered when deciding upon the health & safety training.

Another example of Health & Safety training is a certificate in Health & Safety in the
workplace. This certificate shows that the employee can safely work in the
workplace, and knows most of the hazards that are caused within workplace.

Creating a more flexible workforce

Creating a more flexible workforce is important as employees will be more motivated
and loyal therefore will create a happy workforce. Keepmg employees aware of the
latest developments by training them m/&ke% it much easter for those employees to be
flexible. Training employees for other jobs with the business means that the
employees have more knowledge and skills, which are good for the business i the
long term. It is good for the business in the long term because then the employee can
then carry out many jobs in the workplace. For example a checkout operative going
on a management course could mean that as the employec has management skills
therefore the employee will then have some skills to supervise. And also a wide range




of skills means that an employee will then therefore W1H be able to a several jobs
within the workplace.

With having employees with several skills and knowledge the business can benefit
from this. The way that a business could benefit from this when is when an employee
is absent from their job, it is important if other employees are already trained and have
the skills and the experience to carry out the job then the business does not have to
disappoint customers or allow work to build up while they are off.

Flexible workforee could also be beneficial to a business when the business is busy at
its key seasons: therefore if employees argfained in more than one area of the
business they then can be more fl e)f}))ﬁ‘Wth@ they are able to work.

Helping employees take on new job roles

Employees take on a new job role when they start at a new workplace, or when they
have been promoted in a certain workplace. What I mean by promotion is when an
unployee has worked up the employment ladder. This is when an employee has been
given a job role of a superwqm ‘when currentiy the cmployee was a sales operative.
Therefore when an employ€e starts on a new job role or s been promoted need the
relevant training to supp0rt the new job role so that the employee is motivated and
confident to do the job and also therefore can do the work more effectively. It is
mmportant to give employees training so that they feel adequately trained in order to be
able to carry out the job role tasks and do them satisfactorily.

When employees are being promoted it is important the employer gives them all the
necessary training and support that they need. As if the employees do not get the
training and the support they need they will feel stressed and demotivated, which then
could lead to iiness and time off work, which therefore means this could lead to
fower productivity. o

Improving job performance and motivation

It is said that if employees feel more motivated it is likely that they will stay working
in the business for longer. As when employees are motivated they then are confident
in doing the job that they are doing.

Training employees can motivate employees and improve their job performance,
which then could create happy workforce. Training employees motivates them
because when they receive training they then do their job better as they will be proud
about the fact that they are cared about and therefore will try to work hardér. When
empioyees are motivated they are better equipped to do their job, as#ficy know what
they are confident with the job. Training inspires to keep employees motivated.

sSatistying UK and European legislation in areas such as employment and equal
opportuniiies

It 15 important for business to comply with both UK and European legislation. As it is
essential for business to follow Health & Safety at work Act 1974.Here training may
be needed to ensure that employees understand and comply with policies related to
issues such as equal opportunities in order to make that any kind discrimination does
not take place. Below are the UK legislations that business should follow: .

e Employment equality —sex discrimination Act 1975& 1986 o

e Race relation Act 1976

e Egual pav Act 1970

e Rehabilitation of offenders Act 1974

e Disability discrimination Act 1995




¢ European working time directive

e« Employment Act 2002

¢ Data protection Act 1998

e National minimum wage Act 1998

¢  Working time directives

e Maternity and paternity leave

The UK legislation above highlights some of the act that informs managers,
supervisors, and owners that they need to be aware of when dealing with employees.
Training needs to be given to employees in how they should recruit employees
without breaching in of the legislations that are mentioned above.

1t is important that businesses follows these laws and trakifnff}'deir employvees how to
handle disciplinary or grievance procedures, as if they are not trained and go to the
procedures it is likely that employees will take the business to an industrial tribunal,
this when employees get compensation for being treated unfairly. This then gives
business bad reputation.

It is important that business register when they have trained in a particular way. For
example if a business trains an employee into a First Aider they must make sure that
they have a certificate as a form of evidence.

Some of the UK and European legisiation have changed the working time directive
regulation limited employees to working hours which were 48 hours a week, and due
to the change the employees could work for longer if they wish. The other legislation
that changed was Malernity and paternity leave as currently was that parents of young
and disable children were given the right to request flexible working arrangement.
Now due to the changes the extended paid Maternity leave from 6 to 12 months and
raise paternity leave pay.

Methods of training

For a business to train its employees a business will need to consider a method that
they can use to train its self so that they can do their job with all-the skills that are
needed for them to be successful. The methods that a husn}e% can use are:

e (On the job training -

e (Off the job training

On the job training

On the job training is when an employer gives the employees training whilst the
emplovee is doing the job. This form of training is usually done in & couple of hours
and 1s mostly done when the employee is using équipment at the workplace for the
first time or if an employee is starting a new job. This method of training is cheaper
for the employers as the employees are learning as they are working. So therefore the
business does not have to pay the employee the expenses to the employee fo take
these training methods,

An example ot on the job training is for an example if an emplovyer shows an
empioyee how to use the checkpoint at a supermarket, which can be done in a few
minutes. The other time that on the job training can be used is when a company
introduces a new machinery to produce a certain product quickly, so therefore the
employer will inform the employee in how he/she can use the machinery, so that they
can: produce the products with no problem. The advantages of using this method is
that the employee may feel more confident when they are-being showed by employees
they know rather than those that are complete strangers to them. And also with
emplovers going for this method. they will find that this training method is also




productive, as the employee 1s still working as they are leaning, whereas if they do off
the job training they will not be able to work at the same time. This method also gives
managers assess to improvement over a period of time and this therefore makes it
easier (o identify a problem that is happening and then therefore resolve problems.
The disadvantage of using this method are that if the person training doesn’t have the
skills and knowledge to train then this would mean that the training being done would
be done to a sufficient standard. And also If the trainer has bad habits with using
certain machinery then these will then be passes to the employee being trained.

Off the job training

Off the job training is when an employer gives the empi o,yfee the opportunity to go on
a training program that is based outside the Workpla&e/‘énd outside working hours.
The form of iraining is usually done in a program centre where the employee is
trained by a trainer that is outside the workplace. An example of off the job training
could be when a recepfionist is sending to course to develop their communication
skills, so that they then could talk to customers easily. Another example could be
when teachers are sent on fraining, so that they then could deliver a certain course to
students more sufficiently. The advantage of this method of training is that as the
employee is ouiside the workplace he/she will be able to meeting other employee
from other place that they have not met so therefore will be able o learn skills from
them. The other benefit of this is that the employee will be confident, as there will be
other employees at the training places that are there to develop skills in the similar
area.

The disadvantage of using this form of training method is that it 18 very cost effective
meaning that it will cost the business to send the employee on fraining, as they will
have to pay for the training course and also the traveiling payments. And also the
training will not be productive, as the employee will not be working when they are
learning. And also the employees may feel devalued if they are sent on an external
course as they may feel that they are not good enough for the job therefore they are
being sent or training so that they can do the job preperly. The other drawback could
be that the emplovees may already know tht«i"? being said on that certain course, this
therefore can be useless, -

et

Programmes of training

There are many ways that businesses could use to give their employees the {raining
that they need. Below are the six main types of programme methods that I will be
describing in detail, these are:

¢ Job shadowing

e (oaching

o Computer based learning

¢ In- house course

e Simulations

e Exlernai courses

Job shadowing

This is when someone follows another employee around his or her job role. The aim
of allowing somebody to job shadow is, so that they could see what it is like to do the
certain job that they are employed to do. The way that they do this by following the
other person that is doing the job for a certain time and see what they are actually
doing and how they react {o certain situations whilst they working at the workplace.




Job shadowing allows employees that are operatives to see what it 1s Itke to be a
senior manager or a director of the same business that the operative is working at.
Employees can be motivated by this as they will be able to see where they could be in
a few years if they trv hard at the job they currently are at, if they get promoted.

Coaching

Coaching is a process where employees are trained to do a certain job that they are
employed at or sometimes the job that they are willing to do. This programme allows
employees to set targets for their own (raining and development as 2 coach 1s put to
place to help employees to develop themselves. These types of coaches are
sometimes recruited in the business. When they are recruited for an example there
may be managers and supervisors that are asked to coach junior emplovees that are
operatives. These people that are employed in coaching are specifically brained for
this purpose or work in the same in the same industry, so therefore have the skills that
are appropriate to the business. An example of coaching is when footballers are
trained to play football before a tournament.

Computer based learning

Computer based learning is not about how to use computers if is a way that an
employee could learn about a subject by using a computer. It is used when an
employee learns by using the computer. Many businesses will offer computer based
iraining that 1s available on their intranet site, so that employees can access to courses
when they are needed. There are both benefits and drawbacks of using computer-
based learning.

The benefits of using Computer based learning are it allows employees to study in
their own time if they want to, and also there are no travel costs for employees to
access online course and training costs can be kept law as organisations resources and
computers are used.

The drawbacks of Computer based learning are that employees need to be highly
motivated to complete a course. And also employees will need to be given access 1o
enough computers at work and home and this can be very expensive to provide.

,_‘,.4"" o
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In_- house course
In —house courses are courses that are designed and delivered by employees within the
business. In-house courses can also be when a certain employee is selected to go on
an external course and then bring back information, which 1s, ané then learned by
other employees is the workplace.
This type of course works out to be cheaper than external courses and is also targeted
io the needs of the business. The drawback of this type of course is that it may not be
seen important as external courses to the empioyees, therefore the course will notbe

taken seriously by employees that receive the course.

P

Simulations

Simulations can be used to pian what is going to happen as part of health & safety
training. It allow employees to practise in a safer environment, something that the
will carry out for real at a later stage. The advice given to the employees from the
simulation can help an employee to improve when they are in the real situation. Pilots
use simulators to see how they would react in a certain sitgaftibn. This is a risk free
method and also is cheaper.



External courses

These are courses where employees are sent of the business to receive training. This
course can be done online, in person at training providers such as schools, training
agencies. This course will run at certain times. And some the courses will give the
employees with certificate that highlights that have the relevant skills.

The benefits of this course are that as the employee meets other employees from other
business therefore they then could bring new ideas. The drawback of this course is
that 18 can be very expensive and can be difficult to transfer skills that are needed for
their job.

Training initiatives

These are designed to support employers and employees to view training and
development seriously. There are three main training initiatives that encourage
employers and the emplovees, these are:
e Investors in people

e Appraisals /performance reviews

¢ Learning and skills council

Investors In People

Investor In People is a company that gives business an award to

£ -

& improve the management and development of people in the

i i workplace. Businesses can work towards Investors In People
S 1

x status by following their legal framework. Their legal framework
oo e s, 1S plan, do and review. Businesses are to plan their training so
that 1s part of the businesses aims and objectives, do is when the
business sends employees to the training that is required. And lastly they have to
review the effect of that performance on the business as a whole. The Investor In
People are mostly recognised by their iogo as they have a unique logo.
With having Investors In People award, business can benefit from it. The benefits to
the business are that:
= More satisfied customers as their input is measured as well
¢ More satisfied and motivated staff as their training and development needs are
catered for which leads to increased retention
e Lower costs and wastage as people take more interest in their work therefore
suggest ideas for ways to improve the business.
School have an Investor In People reward, with having this award
othe} organisations will be able to see that " School train thgms{dﬁ in
a professional and good way. "

Appraisals /performance reviews

Appraisals and performance reviews are used by business to set targets for employees
within the business. Appraisals are the opportunity for the manger and emp]oyee to
agree targets for the future and performance reviews are when a manager meet in
order to discuss how well employees have completed their work and where
improvements can be made.

Appraisals and performance reviews help business organise and put into place its
training and development methods because they provide opportunities to discuss what
1s going on well and not within the Workplace

Having Appraisals and performance reviews the needs of the umployccs fo'be linked
iy the aims and the objectives of a business.




When an employee is at an appraisal, the employee is asked by its supervisor or a
manager to look at the targets that they have met since their last appraisai. If that
have been met then the manager and the employee agree to another set of targets the
emplovee needs (o meet.

At a performance review both the manager and the emplovee both have a face-to-face
informal conversation where they discuss what the employee has completed and what
they haven’t, at this point the manger will then give the employee some information
on the way that they can improve if need be. By doing these review the mangers find
oui how productive the employee are and also what they weaknesses are .So
according to their weaknesses, the employees are sent to training,

Learning and skills council

Learning and skills council is the government of England who are responsible for
giving money and planning of education and training for people over 16 years. The
purpose of the government doing this is to increase the amount of learners at this age
and to make UK one of the most knowledgeable and skilled countries. And also to
deveiop and meet training and education needs to individuals working.

The learning and skills councii are frying to increase the amount of education and
training in the workplace for adults, by giving the business the chance to make links
with school and colleges.

.M,/’M
Internal & External constraints
Training and development is an ongoing process in any business and needs to be
constantly reviewed and updated. 1t is important for business to consider the
effectiveness of the training and development that is used. The constraints that need
to be considered are:
e How the effectiveness of a training strategy can be affected by internal and
external constraints:

- Legislation,

- Competifion,

- Physical resources

- Cost imphications

e The problems associated with one-off training rather than ongoing training
initiatives

e A radical change to a business’s aims, such as expansion, causing a revision of
training initiatives

How the effectiveness of a training strategy can be affected by internal and external
constraints

A fraining strategy can be affected by internal and external constraints. External
canstraints are constraints that affect the business and cannot be controlled by
business. Internal constraints are constraints that happen within the business and can
be controlled. There are four key constraints on the training strategy. These are:

e Legislation

s (Competition

¢ Physical resources

¢ Cost implications

Legislations



Legislations can affect the effectiveness of a training strategy, as the businesses need
to make sure that they follow all the legisiation. As the legislations are being changed
very often and new law are being passed on then therefore the business need 1o train
thetr employees as new working methods may be introduced. The legistations that a
business needs to follow in terms of training are Health & Safety Act ant the Equal
Opportunity Act. The businesses need to make sure that they follow the Health &
Safety at work Act 1974 as because if they do not foliow this Act the business will
then find it difficult to survive. As the Act ensures that workplaces need to be safe as
possibie, so if the business is found by the government for not following this Act also
not giving employees training on health & safety ther the business will get bad
reputation also then employees working at the workplace will not feel safe therefore
then there could be a danger of the business losing employees to.

The other legislation that business needs to make sure-that they do not breach is the
Equal opportunity legislation. The sex discrimipation Act (1975 and 1986) will need
to be followed, as the business will need to make sure that they train all their
employees fairly. As the business are not be send a female (0 a train course because
they feel that as its a female she will be able to Iearn more guickly and not give the
male any train as the business feel that the male staff may not concentrate. Businesses
should make sure that they treat all the employees fairly and not to discriminate them
because of they sex and should give all employees equal training opportunities.

The disability discrimination Act 1995 will also need to be followed because if there
is employee at the workplace with some kind of disability orders they should also be
send to training courses like the other employees in the workplace, even though they
have a order as this does mean that the business needs to discriminate them and not
send them on a training course.

If the business breach any of the legislations above they will find the employment
tribunal taking them to court, which will lead the customer having a bad image of the
businesses. And also this could also demotivate employees, which then could lead to
the employees being fess productive.

Competition

Business should aiways be aware of who their competitors are. If a business is not
aware of ifs competition they will find their self in a very difficult position. As they
will not know who they are competing against. This is because if the competitors
give their employees betfer training than you as a business, the competitors will then
attract the best employees to work for them, therefore then the business will find it
difficult to find employees that.the business could recruit.

A business may not train its.€mployees at all as they do not want to waste money and
time on training, so therefre will rely on 1ts competitors to give {raining {o its
employees. They then try to attract the trained employees once they have the skills
and knowledge from the competitors by offering them a higher salary or benefits.
Competitors do this because as [ have mentioned already (o save money and time. As
this is happening businesses are unwilling to train employees, as they feel that the
may lose employees.

If this starts to increase within competitors, this will then know to be labour market
fatture.

Physical resources
Physical resources could also a constraint on the training strategy. As the business
needs o make sure if they have all the resources that are needed to have a successful




training program. When talking about resources, the business needs to think if they
have the space to carry out the training and also machinery that will be needed whilst
undertaking the training course. They will also need to think about if the have the
tfime to fully implement an effective training strategy.

If the business has not got the resources needed then the business needs to think if
they have the budget to purchase the resources to implement the training course. If
the business hasn’t got the budget to purchase the resources needed they then have to
think about the places that they will have to send their employees to for training and
also about the cost of the training courses that they are going to send their emplovees
at. It could rather expensive to send employees on external training courses.

Cost implications P

To give training to employee can be quite expensive for the business. Depending on
the size of the business will depend on the amount of budget that they have on
training each year. As the amount of time a business sends its employees to training
depends on the amount of budget that they have on training each year, therefore this
could mean that a business may send one employee to training and then that employee
could share it with the rest of the employees. To make sure that businesses spend
their budget on fraining properly. The way that businesses could do this is by doing a
cost ~benefit analysis as this way training can be planned for and the money used to
the maximum benefit. This way a business could see how much courses their
employees could attend that year.

The other cost implication thédl business may have are that if there is demand for a
certain course, then that training course may cost more. Internal courses are much
chedaper then external courses

An example of the cost of an external training course at the Mill Wharf professional
development in education is a company that trains teachers, and the cost for teachers
t0 go this course s £195. this is very expensive for a one-day training course. As if
the schools feels that about 10 teachers will benefit from this they then are expecting a
big bili as 1t will cost them about £2000 which is a lot of money.

The problems associated with one-off training rather than ongoing training initiatives
The problems associated with one-off training rather than ongoing training initiatives
are that if an employee receives a an off training and nothing is feflowed up
afterwards because unless there is a follow up after a training, then the skills that the
employee jearned from the training are likely not to be carried forward. And therefore
there 1s a risk of the employvees forgetting what they have learnt.

But if an employee receives an ongoing training then employees will then be able (o
use these skills in to action. Even though if an employee goes on a training course for
only once and then comes back and shows other employees of what the employee has
Jearned then the employee will be using its skills but at the same time putting them to
action, which means that the employees will then therefore benefit from what they
have learned whilst on the training course.

As if a business sends its employees on ongoing training courses, it will be very
expensive than off training courses. But as an on going training course is expensive it
is likely that the empldyee will take what has been said on board and will understand
therefore will be abie to put the learning into action.




A radical change to a business’s aims. such as expansion. causing a revision of
training initiatives

When a business has to change it businesses aims cause they have expanded, they
then have {o review their training initiative. The traintng initiatives that the business
has to review are:

® Investors In People
® Appraisal/ Performance Reviews
. Learning and Skilts Council e

Investors In People

As the business expands it may then decide to apply for an Investors in People
reward. When the business expands it 18 more likely that the business will apply for
the reward, as they will have more employees it will make sense for the business to
plan its strategy to improve the performance of the business, as they will have more
facilities on the job to train their staff. Even though the business can apply for the
Investors In People as a small business .

Appraisal/ Performance Reviews
As a business has expanded therefore this will mean that the business then therefore

has employed more employees so that that then could meet their aims and objectives.

As the now has more employees employed they may decided to implement and
introduce Appraisal/ Performance Reviews so that the mangers could then see how
well the employees are doing and then could compare them with others employees
within the workplace and see how well they are doing, and then could come up with
targets that could be beneficial to all the employees.

Learning and Skills Council

If the business expands and its business aim change this training initiatives will not
change or effect the changes of the business in any way because the Iearning and
Skills Council will still givethose employees the benefit of training if they are still
entitled to the scheme.




Task 2 (AG3)

In order to make sure that the market research that I undertake is successful, [ am

going to plan my research so that, when conducting my research [ know what I am

doing, so that it is then successful. As part of the planning of my market research I

will include the following:

¢ Setting of aims and objectives which fit within the framework of departmental
objectives and overall corporate objectives

¢ Targeting research at the appropriate audience e.g. the workers within the two
functional areas /

¢ Types of research, which are most suitable for generating the required ml‘ormatlon

Setting of aims and obiectives which fit within the framework of departmental
obiectives and overall corporate obiectives
The aims of the *‘Beeches Alternative Health Clinic” are;

. To increase thetr customers base by a further 7% during the year
. To reduce the number of missed appointments from 5% to 2%
. To offer excellent customer service

In order to meet these aims Sally and Brian the owner have set the following
objectives:

. To set up their own website by the end of the year

® To instigate a text reminder service generated through a computer program
within the next three months

° To plan customer service training for front of office staff within the next six
months

In order for my aims and the objectives for the training and development plan to fit
within the framework of departmental objectives and overall corporate objectives, ]
will be setting my aims & objectives as the following;

s To meet departmental and overall busiress objectives  «~

e  Tointroduce new technology ~ ~~

° To help employees take on new job roles e.g. due to promotlon ;:Jr"’takmcr On new
responsibilities

° To improve job performance and metivation "

"

° To improve health & safety
[ have decided to choose the objective ‘to meet deparimental and overall business
objectives” I have decided this because if the employees are not given the training that
will help the business to meet the its aims and objectives, then it will be likely that
they will not be successful. For example one of Beeches Alternative Health Clinic
objective is *To plan customer service training for front of office staff within the next
six months’, so therefore if the employees were sent to on a Health & Saiehf training
program rather than a customer service training program, then Beeches Alternative
Health Clinic will not be meeting its overall corporate objectives, which wiil then
effect the success of Beeches Alternative Health Clinic.

The other objective that | have decided to have is “to introduce new technology’ |
have decided upon this objective because the owners of Beeches Alfernative Health
Clinic are planning to consider bow the new ICT systems would impact on the-job
roles of all members of the staff, so therefore are deciding to introduce a new

Uy



computer system where they could record clients appointments and also introduce a
text message system where they could text the customers a day hefore the '
appointment. They are also negotiating a chip & pin system with ifsbank. Also by
having this objectives I will be meeting the overall corporate objective of the Beeches
Alternative Health Clinic which 1s “To instigate a text reminder service generated
through a computer program within the next three months’. When Beeches
Alternative Health Clinic 1s considering introducing technology to be more successtful.
Beeches Alternative Health Clinic will also need to consider that for the technology to
be efficient and useful they will need to make sure that they give their emplovees
iraining and support is required for the technology to be efficient.

The next objective that | decided upon was * to help employees take on new job roles
e.g. due to promotion or taking on new responsibilities” Ldecided upon this because as
the empioyees at Beeches Alternative Health Clinic hav'e taken on new roles due o
promotion. Sultana has bee promoted to take the Aﬁfhinistration Manager and the

~ therefore needs customers service training, so therefore she doesn’t {ind it difficult to
provide good customer service to the customers. So by offering Sultana and the other
receptionists Paul, Charlotie and Dawn the training on customer service then the .-
employees will be able to offer good customer service, which will then g g:]vc,Beeches
Alternative Health Clinic a good image, and also they will then be meeting their
overall corporate aim “To offer excellent customer service’.

The next objective that I decided upon was “to improve job performance and
motivation’ I decided upon this because [ overall believed that 1f an employee s
motivated enough to their job role then it is likely that they will do their job better and
more efficiently. As at Beeches Alfernative Health Clinic the staff were dissatisfied
with the current staff training programmes that were available, which therefOre shows
that they were not motivated so therefore by providing the employees with
satisfactory training programmes it will be likely that the emplovees wili be
motivated.

When employees are motivated 1t 1s likely they will work efficiently which means that
Beeches Alternative Health Clinic will therefore meet their aims & objectives as the
employees will not fet them down.

The final objective that I have decided te include is ‘to improve health & safety” 1
decided upon this because the owners Sally and Brian highlighted that Health& Safety
training for all new and current members of staff will be the main focus of tb.e‘(%tdff
development budget over the next six month. This is because the Health & Safety is
legistation so therefore they will need to make sure that they are not breaching it in
any way.

Targeting research at the appropriate audience e.g. the workers within the two
functional areas -

The two functional areas within the chosen business that I am going to tdrﬁei«fmv
research at are the Finance and the Administration department of Beeches “Alternative
Health Chinic.

In the Finance department currently Brenda works here and does the day-lo-day
finance for the business. As the business has no facilities to accept debit or credit
cards so therefore customers make their payments by cash and cheques. The main job
at the finance department is balancing the accounts at the end of each day and benking
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the money received. Within the finance department the emplovee is also responsible
for compiling the cashbook, checking suppliers invoices and making appropriate
payments and also is responsible for completing the bank statements at the end of
each month. All booking keeping is currently compieted manually and typing is done
by the use of an electronic typewriter, this shows that the business Systemg,afé very
out of dated. "

In the Administration department there are four part time receptionists. The
responsibilities of the receptionist are meeting & greeting chients, answering the
telephone, booking new appointments, seliing a variety of products, assisting patients
in completing “the new questionnaire’. Currently in the administration department
also all bookings and patients records are done manually, patients have their own set
of records kept in a folder, which are then filed a]phabetipﬂ’l'iy. Once again this
department atso has no new system in place that uses technology.

The people that T am going (o be speaking to i order to gather my research are
Sultana, Paul, Charlotte and Dawn that work at the Beeches Alternative Health Clinic.

First of all I will be talking to Sally and Brain, thi‘s/i{because they will be able to give
the relevant information about what they are pldnning to do and also will be able to
clarify the corporate aims & objectives of Béeches Alternative Health Clinic. They
also will be able to provide us what the business is wanting to do and where it 1s
wanting to be in a few years time so that T then could see what training strategy
Beeches Alternative Health Chnic will be needing in the future.

I will also be speaking to Brenda the Finance Manager in the Finance department. |
will speak to her, so that she then could inform me about the skills and knowledge that
she already has so that when [ produce a training and development strategy for the
department, so therefore when I will be able produce a training and development
strategy that meets her needs and also improves the business image. W,he"iﬁ speaking
to Brenda I will be asking her about the tasks that she under takes @f}}(ﬁf also her
strengths and weaknesses because there will be no point if | produce a training
strategy that allows the Brenda o develop her database skills, when this is one of her
strength.

The other people that I will be speaking to are from the Administration department.
The people n the administration department that I will be speaking to are Sultana the
Office Manager and the receptionists Paul, Dawn and Charlotie. I will be speaking to
Sultana the Office Manager because 1 will like fo know what skills and gualities she

already has to do this job and also what her strength and weaknesses are, so then th,i»s”"

could give me an idea of what she already knows. By speaking to the receptionﬂﬁs;
this will then give me an idea of what skills the receptionists already have and also
will be able to explore skills that are needed for the job within the deoartment, when |
see then undertaking their job role. All interviews will enable me to complete an
effective and realitive skills gap analysis.

Types of research, which are most suitable for generating the required
information

The type of research methods that [ am going to use to gather the required information
that will be needed is by doing primary research. The way that [ am going to conduct
primary research is:

15



Questionnaire and surveys to gather information on workers within the two
chosen functional Ares and their training and development needs

Discussion with a member of senior management to gain second pcrs‘pective on
the traiming and development needs of staff-this is so that the senjor’
management could then inform me of their aims & obycctlvgﬁft’hdt they are
wanting to achieve, so by talking fo the senior management I w111 receive the
information needed. o

The way that I will be doing this is by having a face- tofface discussion with the
senior management and asks them the required inforfnation that is needed. The
advantage of this to me 1s that, as I will be conducting a face to face discussion
['will also be able to see the face expression on the senior management which
will then show me whether or not they are informing me the truth or not. The
other advantage is that as when [ have a face to face discussion, and if the
senior managements do not understand any questions asked [ will be able fo
interpret to them, whereas if I did it like a postal questionnaire and the senior
managements did not understand they will leave the questionnaire unfinished or
with unwanted answer which then will not be reliable.

Discussions with workers on what they consider to be the most effective forms
of training programmes - this is so that when designing the trainifig &
development strategy, the program that 1 design meets their riceds of the
employees and also therefore motivates them. The way that I am going to this
is by designing a wide range questions that I then will be able to ask the
employees, so that they then could answer, the method that I will be using is
Face to face discussion.

I also will gather secondary research by:

Getting example of training and development initiatives that take place in other
businesses-so that I could then see what other businesses offer their employees,
to motivate their employees. 1 will be visiting a wide rapgé of companies’
websites and seeing what they offer their employeeq A may also visit many
companies’ persormel to see whether they have a: }gy training and development
packages. o

e
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Ouestionnaire for Recentionists

1. How would vou rate your customer skills?
Poor Satisfactory Good Lxcelient !
2. Do you currently have any skills to support new clients through their
initial registration with the clinic?
| VES ___INO
| v
3. How would you rate your telephone skills?
Poor Satisfactory Good Excelient
! ' ' v
4, Do you think you are eqmpped with the experience and knﬂw!edge on
how to use the ‘chip and pin’ system?
YES : NG
v
5. Hew would you rate your knewiedﬂe of the products currentiy sold within
the clinic?
Poor | Satistactory ! Good Excellent
e —
6. Do you have any basic understanding of the format and information
-available on the current website?
YES ' NO
v
7. Could you offer basic advice to customers on the services the clinic
- currently offers?
YES NO
e
8. How would you rate youfskﬂ%s in remaining calm when under pressure’

Poor Satisfactory Good Excelient |

e |

L% !




9. Do you have any skills or knowledge on effective time managerment?

YES NG

o

10. Do you have the ability to work as part of a feam?

VES | NO

v

11, Would you be interested and participate in training leading to
gualifications?

YES NO

v

12. What methods of training do you prefer:-

Internal External | On-the- Off-the-Job
' Job

[V




Suitana’s Questionnaire
1

Do you fee] that you are able to manage a small team effectively?

\—YGS = No = S

What evidence have you got to support your response’

fes A0 Monagerel  @Agen e

Do you have the ability to think quickly in order to overcome and deal with
problems?

‘erS =V Caten wncter  PresSAME No = J

Will you be able to rate yourself on how guickly you are able to deal with problems as
and when they arrive. One being seen as instantly, 3 _ it takes an average amount of
time, 3 - takes a long time to solve the problem.

‘fl: 2= 3=

Do you have the ability to remain calm under pressure?
rYes = \ No = ‘\

What evidence have you got 10 support your response’?

-{Q_Mc\mb{\f) et rnies fvéﬁ‘iu'e ) }

Are you able to prioritise your workload?

Are you sble to communicate with other fellow members of staff and customers-

1 Yes= No =
[Yes= |

. How would you rate your communication with other members - 1- excellent, 2-
satisfactory, 3- communication is not too great.

‘1: - 2= 3= J

If you have wriiten no and so are unable to communicate with other members, why do
you feel this is and how to you feel you are able to improve this.

Considering the way that you communicate with other members and Customers, what
effects do you feel this has on the company.

2o fjﬂm—‘f rolehonSnd e




Sultana’s Questionnaire
2

Are you able to organise staff rotas and delegate work as required
Yes = Ve No =

Do you feel you are able to organise and implement a staff appraisal system
Yes = No= -~

If yes, how would you rate yourself on your ability to do this - and if no how do you
feel you will be able to gain this experience.

Are you able to demonstrate good time management skills -
Yes = v~ No =

If yes, How would you rate yourself on your ability to demonstrate good time
management skills. 1- excellent, 2- satisfactory, 3- not oo good.

1= va/ A=

How would you rate yourself on your ability to provide a good customer service,
1- excellent, 2- satisfactory, 3- you are unable to provide good customer service.

1= 2= V/ 3=

The standard that your customer service is provided at, how do you feel this effects
the business and do you think there is a need for your service skills to be improved,

L EAS bo (guide U s auefodj*f eend  Couwid De u”\’\‘f:«uvct_c;f .

*

Do vou feel yoﬁ are able to help, plan and run staff training -
Yes = . ' o No = ‘// :

If no, why do you feel this is?

nas not Plenned / m’ﬂ&mlgfa e ned See(t 'WM{w{j

Have you got the ability to run software applications effectively-

Yes= .~ No =

How would you rate yourself in being able to use the software,
1- excellent, 2- satisfactory, 3- unsure how 1o use.

}_: 2: ‘/ 3:

Do you have sufficient knowledge on the Data Protection Act

Yes = MNo= |/




Sultana’s Questionnaire
3

Have you got the ability to work part of a team

Yes = e No =

Do you feel you will easily be able to adapt in situation where you will have to stand
in for other members in the admin team as and when required -

Yes = \M No = o

v

If no, why would you not be able to do this, -

How would you overall rate your ability to do your job

‘Sc‘«tx's(r&afm« 1 be (eide She’sS iceen fo t=ke tha Jsb, however {§
Wovned quh— not be obi® magl edn the CGW\‘?Qr\%’emﬂe{.
/

Whatdo you feel are your strengths?

r€le, 0 golR SR geps c’kv”\j (Wses .

What are your weaknesses?

,V'E:(;‘viﬁ:- i'.\—t, &K\!!& 43&{) A-"

Do you feel training could help improve your performance?

Yes = v No =

Do you feel Beeches provide enough information and training for you to be able to
carry out the job effectively?

Yes = No = V/

How would you rate the training provision at Beeches Alternative Clinic?
1- excellent, 2- satisfactory, 3- poor

1 = 7 om B V/

What training if any have you received lately, and do you feel there is a need for more
training to be provided for you to carry out the job effectively?

NO %ra;ng'mL;'{ }'@Lz\e\ugc{ %c/k\tre.l,v‘;: \{;{LS'
J

What type of training do you prefer?
On the job | Off the job External Internal




Ouestionnaire for Receptionists

How would vou rate your customer skilis?

Poor ]

Satisfactory

{xo0d

Fxeellent

|

v

Do you currentiy have any skills to support new clients throagh their
initial registration with the clinic?

YES

NO

{
H
]
i
L

How would you rate your telephone skills?

Satisfactory

Good

Excellent

Poor N

v

Do you think you are equipped with the experience and knowledge on
how to use the ‘chip and pin’ system?

YES

NO

V4

. How would you rate your knowledge of the products currently sold within

the clinic?

Poor

Satisfactory

3 T\ - ood

Excellent

v

i

Do you have any basic understanding of the format and information
available on the current wehsite? e

YES

NG

¥/'

Could vou offer basic advice t¢ customiers on the services the clinic

currently offers?

YES

I NO
|

o

How would you rate vour skills in remaining calm when under pressure?

Poor

Satisfactory

(ool

Kxcellent

v




9. Do you have any skills or knowledge on effective time management?

VES NO

v

10. Do you have the ability to work as part of a team?

YES NG

‘/.

11, Would you be interested and parficipate in training leading to
qualifications?

YES | NO

v 1

12. What methods of training do you prefer:-

Internal External On-the- Off-the-Job
Job

v




Ouestionnaire-for the owners

Name:-

1. What methods of training do you currently provide?

Mo wic provide 00 rloipis 0F o
H f
A

2. What tjpes of training do you cuarrently provide?

N el

3. What training initiatives do you currently provide?

R A

4. How would you currently rate your training strategies?

Excellent | Good ’ Satisfactory g Poor }

o

B

%
i
i

5. What are the strengths of your training provision?

INEne

6. What are the weaknesses of your training provision?

[ - t s s - ~ PN e . o f P | g
AL H Y il (O o 7o PR A A Y] L N DY Gl el y RN R -TALAY I
i€ ok S Ses had D B Y, TR tert ok Al ol

“ N

7. What constraints effect your training provision?

AL ¢ doot Bewe o ko fohe orSVCEien  Fheerore  Fhedo 15 e (aoStracak
T T H

i
i 4

o

|

o
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8. What improvements do you think are needed in your training provision?

bvsnfemant & bropoenp Soeobeos o~ 08 frnpade duie oty v Dt rp e e
] ] N T N T
o -

. ) L.
Whibboon ke haas goes

9.Which area in the business would you say training is most likely to be needed?

e

W gul depprtments . 08 00 oo (6 GideN W mew oy \;":,:“;\F\QL?QG'& .

g . N

10. Do you have enough finance available to run your training programmes
successfully?

VLIS WE iaKe  prDpd 't .

{

11. What further training is needed in order to fulfil your company’s aims?

¥
Dur  goms , wie need wo gwaglement O Oewd Yieunne  ARbee o
¥ H P

P e Caenbiy diop b Naye o Vrsian e Prbvids Oy f’he,@%f‘—m o g et




Training & Development Questionnaire For Finance (Brenda)

The following questions are related directly to your ability to perform your job

effectively.

1. Are you able to work independently?

Yes

No

4

2. Can you manage vour workload effectively?

Yes

No

vx

‘3. Have you had experience at using a

computerised accounts package?

Yes

No

N

Please specify which one and what you have used it for?

4. Do you have any knowledge on the Data Protection Act?

Yes No
v

5. Do you have any knowledge on the Health and Safety at Work Act?
Yes No
Ve

6. How would vou rate your time management skills?

Good Satisfactory Poor
v
7. How would you rate your customer service skills?
Good Satisfactory Poor
v

5?901%‘ in m@,ﬂw\j LRER (USeornads D0 dhae CEEPNCNE , 0y Fovi L‘:%{ (S0 ey Sagwl b€

(ﬂ'.m_ﬁgr\s} .
¥

8. Fow would you rate your communication skills?
| Good Satisfactory Poor
|

v

9. Have you got the ability to run an effective stock control system?
Yes No

v

Spotdh TR tnanus] SEpek CONEYOL  SyREEna.



10. Do you have any knowledge on the recruitment & selection process? If so,

- please state when last used?

\}@& by S, hes itm\&a...km.mm_maﬁe bk 38 able. Camelum fetructanant c{

Sl chon [M?w 2y ]

ok s legh L Uded,  nes g I{}rﬁmcw...ﬁfﬁ: izmqw.x ..........
o

11. Da you have the required ICT skills to create and maintain the company

website?

Yes

No

e

12. Do you have good team working skills?

Yes

No

=

13. Are you able to plan, organise and run staff training to each individual?

Yes

iNo

| v

14. Have you got the ability to undertake market research in order to review

current marketing policy?

i Yes

' No

| v

l
1

Mowevdr NoE (0 ﬁmat aetail (on TNy i @y CaRe oy Keb VR Geeayr Ok Slarvey -

15. Do you have the knowledge to undertake risk assessment for the use of

computers in the front office?

I

- Yes No
L v
D laaile Sne NEVET Nog uled Thoas,
16. How would you rate the overall training provision at the Beeches?
| Excellent Safisfactory i Unsatisfactory o }
| o

17. Would you be happy to receive training that is linked to a formal

qualification?
Yes I No
v |
18. What impact do you think further training would have on your ability to do
your job? -
Sl waad, . b, b, EXpa h"\.f‘lf e SRS, ﬁ% KﬂOW.\?.Cf\ésﬁ..d.".ﬁm.ﬁ.(ﬁ, ..........
. c“-m! U380 .. QRER LY Nty LAl bE Labie .t use. gy ik lebon
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£ iu&&a@ Ladva e S0, moaa Gl L..&.(‘ R T AT 7 A b.i&LlL-@ ..................................

19. Which training method, would you

prefer?

On -the- job training

Off —the-1ob training
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20. Which type of training programmes would you prefer?

Job Shadowing

Computer-Based

In-House Courses

v

~

External Courses |
1
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Task 3-5kills Gap Analvsis

An amm is a specific target/goal that a business is trying to achieve. Every business
has aims so that they know what they are trying to achieve. The overall business aims
for Beeches are:

e To increase their customer base by a further 7% during the vear-short term aim

e Toreduce the number of missed appointments from 5% to 2%-medium term aim
e To offer excellent customer service —short term aim

To enable Beeches to meet their overall aims they have set some objectives that w1ELf -

allow them to meet their overall business aims. The Beeches overall business
objectives are: y
¢ To set up their own website by the end of the year-Beceches are \‘%Hf;ﬁglio set up
a website that will allow their customers and others fo see the range of products
that they offer and the cost of them so that the customers are aware of the range
provided when they visit the clinic. /111 order for Beeches to meet this objective
they will have to make sure thth&cy provide their employees with all the training
that 1s needed to maintain ¢ M@Aﬁ@bs:te As if the emplovees do not have the
training required to maintain the website, in the long run they will find that as the
employees do not have the required skills to change the information on the
website they then may find that as the information efl the website is not updated
oo this then could give the customers a bad percepitn of Beeches, as it could give
%{; the customers the perception that Beeches can not be bothered to update the
website. For Beeches to meet this objective they will need to make sure that thcy“l
provide the staff carrying out this job with required training so that they could
benefit from this in the long run. If the business does this then the business will
be meeting its overall atm which 1s * To increase their customer base by a further
7% during the year” they will be able to meet this aim as when they have a website
they targeted market will increase as people all around the world will be<dble to
access to thesite, therefore this will allow Beeches-to-increase the cugfomers base.

¢ To instigate a text reminder service generated through a computer program
within the next three months- Beeches are wanting to instigate a text reminder
service generated through a computer program within the next three months, this
means that they will need to train their staff in how to use this so that they then
could benefit from this. Training is needed as the emplovees will know how to
use text messaging but will need training or when it is generated through a
computer program, without the required skills it will be very difficuit to use an
ICT system. Without providing the sufficient training m using this system,
Beeches will not be able to meet this objective. By successfully meeting this
objective the business will therefore then meel 1ts overall medium term aim, which
is “To reduce the number of missed appointments from 5% 10 2%, This is
because as the customers are reminded of their appointments, it is thenatore likely
that they will remember to attend their appointment, as all customers then attend
this will then reduce the amount that are missed. !
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To plan customer service training for front of office staffs within the next six
months- Beeches are planning customer service iraining for front of office staff
within the next six months. This will allow them to attract more customers as if
customers are pleased with the service that they are receiving, they will want to
come to-the clinic at the business again. Training in how to talk to customers in a
good manner, communicaiing with them properly, bemng polite and calm, could be
a form of training that the staff may need in order to meet this objective, With
providing the staff with customer service training Beeches will be meeting their
overali aim “To offer excellent customer service” as if the employees have the
required skills then they will be able 1o offer excelleni customer service to the
customers. Without the relevant experience and skills, staff will not know how to
provide excellent customer service, which could mean that customer needs aré not

being met, /”x
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Si‘(élls Gap Analvsis

e  Manage her workload
e (Good communication skills

¢  Able to manage time ®
effectively

e Has knowledge to use a ®
desktop publishing program
to produce marketing s
materials

e Able {o design and send e- e
mail

» Has the experience {0 use a
manual stock system

e Ability to undertake market | ®
research

s Flexible worker

¢ Has limited experience on @
working as team member
e Excellent telephone manners | @
¢ Has experience on creating
recruitment & selection
@

materials

has fimited knowledge of
compulter software b b- |
Knowledge on Data 7/, SRS
Protection Act 57

!

Knowledge on the Health }Sé

Safety Act
Improve time management
skills

Improve customer service as
she only has limited face to
face to face inferactions with
custormers

Needs ICT skills to create
and maintain the company
website

Needs good team working
skills

Needs to be able to plan,
organise and run staff
training

Limited knowledge on risk
assessment

Brenda Sultana
Existing skills& Knowledge Training Needs ~ Existing skills& Training Needs
Knowledge
e Able to work independently | ® On computer software as Can work e On how to manage

independently and
manage time

effectively ®

Can prioritise work{oad
Customer service skills
satisfactory

Excellent ]

communication skills
Able to organise staff
rofas

Able to run software @

applications effectively

Build good relationship | @

with members of staff
Remain calm under
pressure

Flexible worker @

a small team
effectively
Training on
organising and
implemerit a staff
appraisal

Limited skills on
customers service,
needs customer
service training
Knowledge on the
data protection act
Can not plan,
organise and run
staff training, so
needs training
Training on
managerial
experience
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web designing and
maintaining

effectively

Paul Charlotte/ Dawn
Existing skills& Training Needs. .. Existing skills& Knowledge Training Needs
] Knowledge :
e Excellent e Training on customer ¢ Has reasonable customer Needs customer service
computer skills service as has lack of service skilis skills
e (Good team customers service skills e Able to communicate Lack of computer skills, so
working skills o Lack of skills on how to with others needs computer skills
® Appropriale tone use chip and pin system # Able to answer telephones Lack of knowledge on
to answer the e [ack of knowledge on correctly products so needs about the
telephone sitting position/Health & | e Able to use computerised products
¢ Good working safety at work act payment methods Lack of understanding in
knowledge and e (Cannot work under e Able to work in a team treatments offered.
knowledge to pressure  Able to empathize with
support the new other
clients e  Able to manage time
e Has experience in
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Analv63of skills Gap Analysis

After producing a skills gap analysis 1 can see all the necessary skills that are needed

by the business for in order for them to meet the overall business aims and objective.’ -

By looking at the skills gap analysis I could see that the training that all members at
Beeches need até customers service skills. Below I will be looking at the all the
necessary skills that are needed in the two functional areas. These functional areas
are: - _ '

e Administration department

¢ Finance department

Administration department

The training that every employee in this department needs is customer service skills.
This is because by looking at my skills gap analysis | could see that none of the
employees have ever had any formal training that is connected with the customer
service skills. As currently none of the employees working at Beeches have never had
any training in customers service training and in the past years have been offering the
customer service that they thought was customer service. As customer service skills
are really important in this department, as the employees in the administration
department are the first people that the customer meet, Emdﬂf they.do not receive the
sufficient service that they reguire this then means that,Beechesue/not meeting their
customer needs. “

The employees that are working in this department are Sultana, Paul and Charlotte
/Dawn.

HMebe now I will be looking at the training that Sultana needs is ‘training an organising
and implementing a staff appraisal. To allow Sultana to get training in how she could
unplement staff appraisals is by job shadowing Sally the owner of Beeches, this is
because Sally has the necessary skills to implement staff appraisals. As Sultana will
be the administration mang/; and will have all the employee data, therefore Sultana
will also need know}edge on Pata Protection Act. As no other member in the
company has sufficient knowledge on Data Protection Act, therefore Sultana will
have to go on a course to have knowledge on the Data Protection Act.  Both Sultana
and Brenda have to plan, organise and run staff training as both of them do not have
the skills and the knowledge required therefore, both of them-will have to go to a
training course that will offer them the skills in how to pla, organise and run statf
training.

Sultana will also need training on managerial experience, as she will have to manage
the rest of the administration department and as Brenda has limtted experience on
working as team, therefore could have an internal course with Brenda.
Charlotte/Dawn also work in the administration department and are the receptionisty -
The skills and knowiedge that they need in order to complete their job role effectively
are as they have ‘lack of computer skills’ they therefore need training on how they
could improve their computer skills. The way that they could this is by job
shadowing Paul who also is a receptionist. Paul has excellent computer skills, which
means that by Charlotte/Dawn job shadowing him and seeing the way that he uses the
computer they could also develop their computer skills. By doing this Beeches will be
able to save money on sending them to an Information Technology course.

The other knowledge that Charlotte/Dawn require is the lack of knowledge on.
products and the treatment that they offer the customers. To fulfil this gap,



Charlotte/Dawn could have an informal talk with Sally and Brian, as they own the
business there fore will have the perfect knowledge on the products and the treatments
that they offer their customers. By offering Charlotte/Dawn with the knowl egige
about the products and the treatments that they offer then for the moment
Charlotte/Dawn will not have any gap in the training. -

As I have already mentioned that Paul is also another receptionist that work at
Beeches. By looking at the skills gap analysis I could see that the training needs that
Paul has are that he has lack of skilis on how to use the chip & pin system and as this
is important because this is a method that Beeches use for payments, so therefore if
this is not done properly than the business could make a loss and the customers will
also be dissatisfied if extra cash is taken out of their accounts. For Paul to recéive this
training Beeches could send him to course where he could learn these skill§ from, as
currently none of the member have these skills, so therefore he could n@’t get receive
these skills from any other members.

The other skills that Paul requires are that he has lack of knowledge on sitting
position/ Health & Safety at works Act. As currentty Paul does not know how to sit at
a computer desk properly which means that, he does not create a good image to the
customers as he 1s at the front desk and is the first that the customers meet. Therefore
to overcome this problem Beeches could send Paul to another business for job
shadowing or on courses. Paul cannot work under pressure, which means that when
he has a lot of work to do he can concenirate, [ therefore think that Paul should get
his training {from Brenda as she can manage her workload or he could get training
from Sultana as she could also prioritise workload.

It 1s important that Beeches offer they receptionist all the required skilis that they need
this 1s because, if they do not receive the relevant skills needed they will never be able
to carry out the their job role efficiently. This then could etfect Beeches in the long
run cause all the employees have lack of customer’s services skills, therefore if )
customers are not happy with what they are receiving then they are likely not to cdme
to Beeches again.

Finance department

The only person that works at the Finance department is Brenda. Brenda is the finance
manager; she is able to work independently and has good communication skills.

The skills and knowledge that Brenda needs in order to make sure that has all the

required skills to successfully carry out the job are that she has limited knowledge on "~

computer software, as she has limited knowledge on this and Paul has excellent ﬁf‘”ﬁﬂ
computer skills, 1 therefore feel that if Paul trained Brenda in how to use the computer
software then this way the Beeches will be able to save costs on sending Brenda to an
Information Technology Course.

As Brenda will be the finance manger and will have all the emplovyee data, as she will
paying them wages therefore Brenda will also need knowledge on Data Protection
Act. As no other member in the company has sufficient knowledge on Data
Protection Act, therefore Brenda will have to go on a course to have knowledge on the
Data Protection Act. Sultana also does not have any knowledge on the Data
Protection act, so therefore both could go together.

Brenda cannot manage her time effectively and Sultana can manage time effectively,

therefore to make sure that Beeches use their money wisely, I therefore recommend_.~"

that as Sultana could manage her time effectively, therefore Sultana should share her
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skills with Brenda. This way as Brenda is alone in the department she then will be
able to mange her time effectively.

Brenda has limited customer service skills as she has experience on talking to the
customers over the phone, but really does not have any experience in customer service
when having a face-to-face conversation with the customers. 1 therefore that Brenda
should also go a customer service-training course.

As Paul has experience in web designing and maintaining it I therefore recommend
that he trains Brenda in how to design and maintain a website as Brenda needs
training in how to design and maintain the company website. This way once again
Beeches will be able to save costs on sending their employees on training courses.
Paul also has good team working skills whereas Brenda needs to develop her skills in
good team working skills. By sharing their skills with each other it will be beneficial
{o Beeches and the employees because Brenda will be confident in learning from
Paul, as she knows him rather than being sent of an external course.

As Brenda will be planning, organising and running staff training, she therefore needs
to have the required knowledge so that they successful could conduct this. Therefore
will have to go to a training course that will offer them the skills in how to plan,
organise and run staff training.

Both Brenda and Sultana will need to receive Health & Safety training, as this is
relevant to the positions they are at. As Brian has the relevant knowledge of Health &
Safety, therefore will receive this training from Brian.

Lot



Analysis of secondary research

There are three fraining and development initiatives that take place in businesses. The
three training and development initiatives that take place in businesses are:

e Investors In People

s  Appraisals /Performance reviews

e Learning Skills Council

Investors In People

Investors In People is a company that gives businesses an award 1o improve the
management and development of employees in the workplace. There are many
businesses that work towards this award. In the year 2006 many companies received
this award. The companies that received this award are:

e Merseytravel

GS contracts Joinery

Metro

Fujitsu service

Sweyne Park school

Morley High School

NCP

Komatsu UK

Base connection

e & €& & & e &

Mersevtravel

Merseytravel 1s a public sector travel organisation that achieved the Investors In
People about 3 years ago. But they feel that by achieving this award, they have
benefited a lot. As Merseytravel gained an improvement in staff retention with
turnover now at just 4%, and Merseytravel therefore were known as the best for any
passenger transport executive in the country. And also were recognisﬁi by the TUS
as a best employer, when they took a partnership approach to learmning and
development with the trade union.

By being recognised with the Investors In People award and having an improvement
in staff retention with turnover 4%, this shows me that by having Investors In People,
motivates stalf to stay with the business for longer, as they receive sefficient training
to carry out their job, therefore feel confident in doing the job for a longer period.
This also shows me that if Beeches nvest in the Investors in People Award it will
allow them to give their employees the training required so that they could also
improve their staff retention than before.

Having an Investors In People initiative also shows me that, it allows/ motivates
companies to spend time and money into training their employees. Having an
Investors In People initiative shows that companies have to go through‘iess
disciplines/grievances procedures, as employees are happy with what they are
receiving .As since Merseyiravel have received this initiative this has reflected in a
109 drop in the number of disciplines.

Currently Beeches have had their employees working for them for a long time,
Beeches have not hard this problem before, but if they have Invester§ In People award
this shows me that they will never have to go through these proeédures. By looking at
this Information I could see that If Beeches decide to apply for the Investors In




People they will also be able to keep their employees for a longer time and therefore
will also be able to attract new employees quickly to Beeches as this award will be
able to show the customers that Beeches is a business that takes care about its
employees so therefore spends the time and the money g{},&hﬁi‘if emplovees.

GS Contracts Joinerv

GS Contracts Joinery is a company that undertakes projects such as building speakers
and deck consoles for nightclubs. But now has expanded and progressed on to
interiors design, manufacturing and installation work for the commercial, leisure and
catering industry.

This company has achieved the Investors In People initiative, and believe that the
Investors In People yecogmhon played a major part in the successful development of
the business. :

They believe this because before receiving the Investors In People recognition they
believed ‘prior top gaining standards we were running around like headless chicken s,
with no procedures, polices or fraining in place’. But by receiving the Investors In
People recognition, they believe they are now a far more structured company. This
shows me that when companies spend time and money into traming their employees,
and receiving the Investors In People recognition, they become pleased with their
effort and try harder to be known as one of the best.

By looking at what GS Contracts Joinery felt by receiving the Investors In Paop]c
recognition, this shows me that if this initiative did not exist, then it Wou}d have been
more likely that companies would have not been bothered in offering’ empioyee% the
training required.

This company also feels customers come to them not only for their products, but also
because of the high quality of service they receive from our staff. This therefore
shows me that by spending time & money into training employees and receiving the
Investors In People recognition means that companies could be benefited as it will
imcrease customer base and also customer service provided to the customers by the
business .As customers base increases this means that companies like GS Contracts
Joinery could increase their sales level therefore profit levels.

As currently Beeches have limited customer service skills so if Beeches receive the ...
Investors In People recognition, it will be likely that they will be able to improve their
skills, as this case study has highlighted to me that customer service skills is a big
issue.

1t also shows me that customers have a believe that companies that have achieved the
Investors In People recognition are likely to have high quality service as the
employers are known to have spend time and money into training their employees.
This company tfeels that high quality standards brmg”benefﬁ to small business .1 now
am aware that every decision made by a company will bring benefits to them,
therefore it is a matter of making the correct decisions. When I implement a training

strategy for Beeches, 1 will be aware that the Investors In People initiative will bring
benefit to them.

Metro

Metro is the newspaper publisher, which has set a trend by distributing the world’s
largest newspaper and the fourth biggest newspaper in the VK.

They also have achieved recognifion as an Investors In‘“People and implemented a
structure that would encourage excellence and loyalty amongst its people.



Metro believe that excellent people will create excellent products, this therefore
shows me that companies provide their employees with necessary training, so that
they successful could carry out their job role, so that the company could benefit from
this. The Investors In People initiative allows companies to train their employees, $0
that they could become excellent people and create excellent products.

Metro also states that Investors In People give them a comprehem]vu framework, and
structure, which gives them focus and keeps them on track and helped them to attract
and also to retain the best people.

The above shows me that as Investors In People gives companies’ comprehensive
framework and structure, this allows companies to gain the award, as they have a
structure that they have to go through, therefore the companies become assured that
they are going on the right way and like to achieve the award.

The Investors In People initiative allows companies to atfract the best people, as
employees feel that companies that have the Investors In People recognition will
provide them the training needed, so therefore they will be motivated to carry on with
the job. And also allows companies to retain the best people .I believe this because
when employees receive the sufficient training they then have the confident to carry
on with the job. By looking at this mformation T could see that if Beeches apply for
the Investors In People Award they are more likely to attract the best employees to
work for them. With attracting the best mployees 1 feel that Beeches will also be able
to attract the customers, because if th@’f)est employees offer the customer the best
service then employees are more likely to visit the clinic, which shows me that
Beeches will be able to meet their overall business aim and objectives.

Fujitsu service

Fujitsu service is a company that designs, builds and operates IT systems and services
for a variety of customers. They received the Investors In People initiative in 1992
and were convinced that the Investors In People initiative has made a major
contribution to its success. The statement that they have made is “we have a proven
template that can be rolled across the region which we know will sharpen up our
people practise’. This shows me that when companies implement a strategy from
Investors In people they then feel that they improve employees traiming. As this

" company feels this way, this shows that if Beeches, receive dnflﬁve%orq In People itis
more likely that they will also feel that they have improved their employee skills. An
initiative like this builds up companies confident and motivates them to spend more
time and money on the training that they offer the customers

sSweyne Park School

Sweyne park school was created through the merger of two existing school in
Raleigh. The probiems that this school had were that the school experienced varying
degrees of anxiety, demotivation and loss of morale during the period of transition To
overcome these problems, the school implemented an training + development to
create a culture where staff viewed the school as a learning community for all
stakeholders In 1999 the school was awarded with the investors in people and the
standard framework was used to introduce training + development tailored to match
the needs and learning styles of individual members-of staff. This able to match the
needs of every individual members of staff and/oreate success business, through a
commitment to people at every level. 7

By looking at this Information I could see that as currently Beeches are having
problem with the systems that they have in place at the moment so if they apply for

i~
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the Investors In People and adopt a training and development culture , they also are
more likely to overcome they problems with their system. This also shows me that
Investors In People is a motivation trigger, cause if motivates employers to invest in

&

training. i
Morley High School
Morley High School is located on the Southern outskirts of Leeds. The problems that
this school had were with its curriculum and recruitment. The school had a high level
of school exclusion and staff morale was in deciine.

The schools statfing and recruitment were seen as a key issue. The school lacked
formal recruitment procedures. Therefore often missed out on the pick of candidates.
But by receiving the lip award, this provided them with an opportunity to implement
some radical and long lashing changes.

The investors in people recruitment and selection procedures made a major
improvement, as there were a marked improvement on the schools GCSE’S result.
This therefore shows me that Beeches are giving the finance manager the job to
recruit employees and in my primary research ,I found ouf that the employee
undertaking this role has no experience in recruitment}f&) therefore it Beeches invest
in investors in people award, they will receive a recruitment and selection framework,
that could help them to recruit the best employees.

NCP

NCP is the parking, traffic and support management service. The problem that this
business had was it’s management as it changed it’s owner, in 2005 the company
received the investors in people recognition which made a major improvement in skill
level: Improved motivation and people progression. And feel that It has made us
better leaders and managers and helped us to build a more motivated +stable
workforce.

Currently at Beeches, they had a motivated workforce, as most of the employees had
been working therefore a long a time. But this case study shows me that if Beeches
invest in Investors in people award they will be able to provide their training that will
motivate every employees, when every employees is motivated, Beeches will be able
to create a motivated workforce. And a motivated workforce is '%fhﬁppy workforce.

Komatsu UK

Komatsu UK 1td is a key subsidiary of komatsu ttd in Japan, the world’s second
largest manufacturer of construction equipment. Komatsu UK was one the first
organisation ever to be recognised as an investors in people back in 1991.

This company sestet “we the assessments not only into benchmark our performance
but as multination to keep everything on track. This shows me that as companies see
an incentive that could be on their way, this therefore keeps then motivated {0 keep
everything on track. Therefore if Beeches decide to invest in this initiative they will
be able to keep their training other achieved on frack.

The company also feels that the investors in people assessment has become an
accepted part of ensuring that we are heading in the right direction because if there’s
something that needs to improve, we want to know about it sooner rather than later so
this therefore shows me that if Beeches invest invegtors in people recognition they
also will be able to head in the right direction becduse if there is something improving
they will be able to active upon this sooner. This will then also allow Beeches to
work towards the right direction. It also feels that high level of employees’ retention



demonstrates that people enjoy working here. This highlights to me if Beeches
develops a training program and gives employees want they need, therefore high level
of employee retention demonstrates that employees will therefore enjoy working.

Base connection

Base connection is a marketing service company. The company has been recognised
as an investor in people for ten of its twelve frading years. Bases high priority 1s
achieving recommendation. They believe say that “our customers will not
recommend us if do not give them what they are looking for and more”. This shows
me that if Beeches have an investors in people initiative they then will be able to
improve their customer service, which means that if Beeches customers are happy
with what they are receiving they then will recommend them to others, which means
that they could also increase their customers base. They also say that because we
follow the standard the staff are clear about the compatly aims what they need to do to
ensure we achieve them”. This shows me that if Beeches follow investors in people
standards, their staff will also be clear of their aims, as they already are not aware of
them. This will also show the staff that the employers care about them, therefore are
giving them this information.

Conclusion
In conclusion I think that the Investors In People Award will help Beeches to attract to
the best employees and will help to keep their emplovees on for a longer time. And as
the Investors In People have a comprehensive framework and structure, this wili
therefore help Beeches to atiract the best employees to work for them as they feel that
will receive training. And if the emplovees at Beeches are motivated they will work
hard, which means that they will be able attract the lot of customers, which will help
to increase customer base.
Customers will recommend Beeches to other customers if they are happy in what they
have received, so therefore the Investors In People will help be able help Beeches
once again to increase customers base. Investors In People also will motivate’
Beeches to work harder on providing the employees with the training needed.
Appraisals/ Performance Review
Appraisals/ Performance Reviews are used by businesses to set targets for employees
within the business. Appraisals are where both the employees and the managers agree
targets for the future and performance reviews are when a manager meets an
employee to discuss how well employees have completed their work and whether
improvements can be made. The companies that I have researched into and found are
undertaking Appraisals/ performance reviews are:
e Belle Vue Giris” School
e Devonshire hotel & restaurant

Belle Vue Girls’ School

Belle Vue Girls® School is a schoo! that undertakes performance review to see what
their employees are doing and what they can do to improve their performance. In
their performance review the team leader conducts this performance review with their
employee.

By locking at their performance review, 1 can Sf:c that the team leader sets objectives
for the employee. But then at a further date l6oks at whether the ob]eciweq have been
met or not, if the objective is not met, on the performance review there is another




section that is named as ‘further development” where the team leader & the employee
could discuss what they can do in order to meet the objective. This shows me that
once an objective is set, they should be met even though the emplovee has to take
another route to meet the objective. As the objectives are met'this then motivates the
employees to work harder. P

In this performance management, the team leader also looks at the particular strengths
that the employee has, this shows me that with being aware of these strengths the
team leader will be able to see where improvements are needed, so that the team
leader could set objectives connected with these improvements needed.

The areas in which the employees need to be developed in also is included with this
performance review, this shows me by having this included, businesses like Beeches
could see what needs to be developed in order to be successful.

Belle Vue Girls” School also discusses about the resources that will be needed to be
provided by the school in the performance review. This shows me that if companies
like Beeches do this, then this shows employees that this performance review is taken
seriously, as the employers are spending money to provide the necessary resources
needed to develop skills, this can be used as a factor to motivate employees.

At the end of this performance review both the employee and the team leader sign the
form to say that thev have agreed to al that is listed within the performance. This is
like evidence that is used to say that a contract is made.

By analysing the information above I have found out that appraisals are great way that
Beeches could use to motivate their employees. 1 therefore feel that T should
recommend Beeches to conduct staff appraisals, as this will help them to motivate
their self. As when Beeches conduct staff appraisals, this informs the employees that
they are cared about. I therefore feel thg,tff)y implementing staff appraisals Beeches
will be able to give the employees the motivation to work harder and produce
productive work.

Devonshire hotels & Restaurants

Devonshire hotels & Restaurants also undertakes performance review, to see what
their employees are doing and what they can do to improve their performance. The
way that Devonshire do this is by using a rating system. Which is used from 1-6
rating system.

Within their performance review they look at the key area of responsibility, which are
safety, tearn, customer champe, sales and profit. As these are the key responsibilities
therefore look at these first to see how they could even improve these.

They then go to talk about what the employees enjoys doing the success that they
have had and the difficulties that they faced. This then shows the employees that the
emplovers care about them therefore want to know, by this employee’s could become
“totivated.

Within the performance review, the manager also looks at the whether the key
responsibilities have been met satisfactorily if not what resources the company’s
could provide them for in order for them 1o meet the key responsibilities. This then
motivates the employees, as the manager is willing to pay for the-tesources that are
needed, this also shows that they really care about them and apprema[e them.

In the performance review the employee then informs the manager what they shoutd
start, stop, continue to do. This also motivates the employee as the employee feels
that they do have a right within the business.

By looking at the information above I feel that Beeches will be abie to meet their
overall business aims and objectives, if they conduct performance reviews. As when
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the mangers see whether or not the employees have met the objectives, this is
therefore I believe could be used to motivate the staff at Beeches. And also asitisa
formal one to one interview this therefore is also encourages the employees to work as
they feel that they are privileged and favoured.

Conclusion

In conclusion 1 have found out that appraisals are a big drive that motivate employees
to work hard. 1 therefore feel that within the Beeches training strategy that 1
implement I should include this within it, as this will motivate the employees. And as
the employees are motivated, this will then help Beeches {0 be successful as they will
be able to attract more customers, which will help them meet their aims and
objectives. And as their customer base increases, they will be able to increase their
sales level. I found out that as companies ask their employee;s_mﬁether or not they
need other materials so that they can then produce satisfactofily. I believe that 1
should also do this, to allow the employees of Beeches to be motivated.

Learning Skills Council

Learning and skills council is the government of England who are responsible for
giving money and planning of education and training for people over 16 years. The
foliowing companies below benefited from Learning and skills council. These
competitors are:

«  Newquay 700

e  Apex Radio systems

e Owens Global Logistics

e Toyoda Gasei Fluid System

Newquay Z00

Newquay Zoo is one of the country’s top zoos. This has always been focused on 1ts
people, meaning that they provided their staff with all the relevant training. But when
Paignton Zoo bought them in 2003, which held an Investors In People status, they
were keen for Newguay zoo to be equally focused on employee development.

For in.order.to meet this problem Newquay heard about an employer training
undertakes by Learning and skills council, this gives the edmpany the benefit to train
and develop their staff, on site, for free. ‘

Alongside with this they also worked with their training provider to develop a
learning package that were tailored to their needs. The training costs were paid and
also received wage compensation for the time that they spent away. This shows me
that as the employers pay for the training that is provided for them, this therefore
motivates employees to do more.

With having received this training 17 employees have had training through the
scheme.

Having received this training, the company have benefited from this as employees are
more focused on their roles and also have learnt new skills and are therefore
motivated and comimitted to their jobs, and productivity has gone up.

By looking at this, this shows me that if companies like Beeches went & benefited
from Learning and skills council. This will also allow their employees to be more
focused on their roles as currently the receptionists are not focused on their roles, as
when they turnover, they do not know what thev are doing. Learning and skills
council provides companies with the motivation that is needed for them to committed
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to their job through employer training. By applying for the train to gain the
employees of Beeches are more likely to be committed to their job, role, which will
help them do their job role satisfactorily, which result to Beeches meeting their
overall aims and objectives.

Apex Radio systems

Apex Radio systems, specialise in the hire and sale of two-ways communication
equipments to the retail, leisure and construction industries. The problem that this
company had was fo train their staff and enhance their professional skills. And to
improve their services and customer care.

To overcome this they signed up with the employer-training ,pﬂot they were able to
get straightforward advice on the training that was needed.#This shows me that. As
the learning skills council gives advice on the training. So therefore companies like
Beeches will then be able to save cost on seeing which training they could benefit
from. After going to these courses three of their employees completed NVQ in
information technology, which covered broad bases of skills including e-mail
distribution efc.

Having been signed up with this scheme, Apex Radio systems trained their employees
in areas specific to their company, helped their employees develop new skills and
reach their full potential and also improve the services the company offers and
enhance their customer care.

This shows me that if companies like Beeches signed up to this scheme, they also will
be able improve their customer service skills as they currently lack customer services
skills, which then means in the long run they could attract more custorers.

This company customer service manager quoted “through programmes like this, staff
can reach their potential and organisation can expand to offer a wider range of

services to their customers. K/
ff"

Owens Global Logistics
Owens Global Logistics is an international fright consolidation company. This
company’s managing director quoted that ‘good training makes for good peopie and
good profit’. This shows me that if companies like Beeches provide their employees
the training required then it will be Iikely that the money and time that they spend on
training could result to good people; meaning well trained employees and good profit.
The problem that this company has was that they need a workforce that was confident
n what they were doing and the problem that they had was that ‘to be competitive
you must have the best people around you’.

They then invested in training where they signed up for the employer-training pilot. It
wasn’t a huge investment as wage compensation etc was included.

After being with this scheme 5 of the staff were trained to NVQ with a special
emphasis on customer care.,

The programme has, helped an impact on productivity, helped boost the company’s
annual turnover, and helped his employees acquire new gualifications, which will stay
with them for life. By Jooking at the results that they gained I could see that by
participating in this scheme, which did not cost the business.4nything, the company
improved its annual turnover. )

This shows me that that as companies provide their employees with the training this
then shows them how much they are appreciated by the company. This then
motivates the employees. Motivation is a key drive that allows employees to work
hard. As by reading the Beeches case study I could see that there is lack of
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motivation in Beeches so therefore if Beeches provide training to motivate their
employees, they will have the inspiration to work hard.

Tovoda Gosel Fluid Systems

Toyoda Gosel Fluid Systems is a company that are the leading manufacturers of
automotive fluid handling systems. This companies Human Resources manager
quoted *’the fact that we receive funding in compensation for time spent by
employees doing training, coupled with individuals benefiting from better skills
within the workplace, makes it a win-win scenario for employers and emplovee alike’.
This shows me that that if funding for training is received as compensation, then both
employees and the employers benefit from this, as the employees have the skills to de
the certain job. And as the employees complete their jobs satisfactorily, this benefits
the employers because they become successful and receive large amount of profits. If
Beeches apply for the funding from Learning Skjy,l,,lﬂs{(:ouncﬂ they are likely to
beneficial. -

By looking at the news updates on the learning skills council I could see that
politicians are backing employee training for Yorkshire and the Humber. So therefore
I believe as the politicians are backing this scheme up, this therefore shows me that
there will be a likely chance that Beeches will be able to receive this award fo.

The politicians committed that successful businesses are those with a skilled
workforce and increasingly. I therefore believe that If Beeches implement to the train
and gain they are more likely to be very successful .So therefore this means that
Beeches train their staff, they are likely to be successful than before,

Yorkshire and Humber are winning in the in terms of having the most skilled
workforces, as 75% of young people are in education or training the highest figure,
This shows me that the frain to gain system is a really good system as it is beneficial
to all the population living in Yorkshire and Humber. Therefore I believe that
Beeches will be able to have skilled workforce through learning skills council.

The learning skills council news update all informed me that 22,000 employers have
signed up for the free skills brokerage, even though they currently did not provide

training already. The free skills brokerage offers tailored impartial, independent
advice of training souscing training providers and funding to suit individual business
needs. This shows me that If Beeches apply for this service they will be able to train
their employees to the needs-£hat they need so that the training that the employees
receive is beneficial.
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Below I will be looking at the training needs that the chosen departments have and
what training programme | could provide them so that they could carry out their job
roles effectively so as to meet the aims and objectives of the organisation.

The chosen departments that I am looking in are:

&®

Finance department
Administration department

Finance department

Below I have created an outline-training programme for the Finance department.

Training Need Training Training Duration Provider Cost
Method Programme
Heaith & Safety On-the-job Watch Health & 1-2 hours Safety £149,00
(use of computers) Safety DVD Media
Customer Service Off-the -job External course to 1 year Shipley £750 per
Shipley College College employee
course feadingto | L -
NV in customer
service (level 2)
Create & Maintain On-the-job fob shadowing Paul Twice a Paul + N/A
website week for ICT P
6 weeks developer '
Computerised Off-the -job External course 4 days Sage £780
Accounts Package Sage training o
COUTSe
Recruitment On-the-job Internal course with 1 day Sally NiA -
Training Sally
Aims & Objectives of the Training Programme_

The aims and the objectives of this training programme are:

[

Help employees take on a new job role- the employees for this job role have
to do various tasks that they have never done so by giving them the traiming they
will be able to do the job with confidence and subsequently have the motivation
to do well with the work By setting this objective I will allow the employees at
Beeches to work to their potential, as they will have the motivation to do so. By
providing them with the training they need these can then help them to settle in
to the new job role.much quickly and easily. This could also motivate them;
motivation is a key issue that could help employees takes on a new job role.

Tmprove job perfermance and motivation-by providing the employees with

the relevant training need to take on their new job, employees could be
motivated and could also improve their performance. Motivating an ‘employee
makes an employee confident in terms that Beeches care aboutthem.
Motivation is key that makes the employees feel secure about ‘the fact that they
are doing the job properly. By motivating the employees the employees then
could decide to work in Beeches for a longer period of time, which means that
Beeches could have low staff turnover, which means that Beeches could then
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save cost on employing to new employees to work for them. And could also
therefore create a good image for the customers and local government.

® To create a more flexible workforce-by providing other employees with
training that others need, then all the employees will be able to undertake other
job role. For example by providing Brenda with customer service training she
also will be able to undertake the receptionist job role. The way Beeches could
benefit from this when is when an employee is absent from their job; it is
important if other employees are already trained and have the sKills and the
experience to carry out the job then this way Beeches does not have to
disappoint customers or allow work to build up while they are off. Flexible
workforce could also be beneficial to Beeches when Beeches are busy at its key
seasons; therefore if employees are trained in more than one area of the business
they then can be more flexible as other employees are able to work. For
example if Brenda job shadows Paul and then if Brenda is off work then it could
be likely that Paul could do the maintains of the website, whilst she is off as he
has the skills

° Teo help introduce new technology-by providing the finance department with
the training of account packages, this will help the finance department to
introduce new technology. And also by introducing new technology it could
mean that the employees in the finance department could do their jobeasily and
confidently as with technology it 18 easier to work then working paper base. By
implementing this objective I believe that Beeches will be able to meet their
overall corporate aims and objectives.

QOutline of the workshops

Health & Safety (use of computers) | have decided to train the employees by
purchasing a Health & Safety (use of computers) DVD, which the employee could
watch at their own pace and when they want. But to get the best on the DVD I advice
Sally and Brian to allow Brenda to watch the whole of the DVD at once, which will
take about 1-2 hours. The DVD pack is about Health & Safety for computer
operators, it includes 20 Health & Safety training booklet and 50 assessment forms,
which Brenda could use to test her self. I advice that this should be done under exam
conditions, so that the owner could actually be aware of the knowledge that she has

learned from this. As this could help to motivate Brenda to take the training seriously.

The cost of this DVD package is £149.00, but as the employees in the administration
department also needs this training, they also could use the same DVD afier her, this
way Beeches will be able to save money as they will not have pay a large amount
many times if they require to send all the employees on this training in the future.

This DVD also includes vital information on laptop and computer usage and how to. '

correctly set up a workstation, which means that apart from watching in on the ’EV,
- they could learn by computer base, as they will have the facility to do so. v

For the training need Customer Service | have decided to send the employees in the
finance department to Shipley College for a NVQ in customer service by the OCR
exam board. NVQ's in customer service are work related quaiifications. These are
for people whose work involves some aspect of customer’s service. And as the
employees in this department will deal with customers I feel that this course will
provide them the skills that they need. 1have decided to send them to a level 2 course
and from there they could progress. The course will be for 1 year and the employees
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will be required to go to the college for 3 hours an evening on a Thursday every week.
This course in flexible so therefore the employees could start when they want, as this
course does not only start in September. The benefit of this qualification is that an
employer can recognise and reflect a candidate’s work. It also recognises the
candidate’s competence and ability in their every day work. Apart from going to
Shipley college the employees could also do this by registering with and OCR
approved centre.

The units that the employee has to cover when doing a NVQ in customer service are:

® Give customers a positive impression of yourself and your organisition
e Deliver retiable customer service ,,;*“M

° Develop customer relationships

° Resolve customer’s service problems.

The level 2 NVQ is aimed at individuals who have to deliver a continually improving
service to the customers. This NVQ is to help employers and employees to achieve
and demonstrate total quality as of a continuous customers service improvement
programme,

The NVQ’s have a flexible structure, which allows the candidates to gain recognitions
for skills required in their job role. They assess knowledge and understanding but
also measure a candidates performance in the real work environment, which means
that the Beeches have to be work base that they can be assessed from, so therefore by
being & work base then this will not cost Sally and Brian any thmg, Otherwise it costs
about £240 if the college provide the work base. But it wﬂl”éogt them a total of £750
for all the exams and the assessors and for the cost it self. This means that 1t will cost
Beeches £750 per employee and as they have employees in the administration
department also. I therefore advice Beeches to get a fund from the Learning Skills
Council through their local Business link. As it is a possibility that they couid receive
a fund if they apply.

For the training need Create & Maintain website, I have decided that as Paul has
excellent skills in Creating & Maintaining a website, therefore Brenda could job
shadow Paul (o get training in Creating & Maintaining a website rather than being
-send.on.an-external.course. I-have-decided that she could job shadow Paul twice a
week for 8 weeks so that this way Brenda could get her jobs done and also get trained
at the same time and also Paul could do his job role and train Brenda in Creating &
Maintaining a website. As it is on the job it will not cost Beeches any thing expect
time.
During job shadowing Paul, Brenda could learn all the skills that are needed required
to create and maintain the website. [ advice Paul to go through the whole tasks step
by step, so that it becomes easier for her to understand what she is doing and easy for
her to follow. She will also be working with the ICT provider to gain extra skills and
experience for the job.

For the training need Computerised Accounts Package; 1 have decided to send Brenda
on a training course that is designed by Sage, as sheAwill be using a sage accounts
package. The training course will be for 4 days and will be located in Leeds, as she
easily could get Leeds than Bristol it is placed at:

Sage UK limited

Palladia

2nd Floor



1 City Square

Leeds

L.S1 2ES

The cost of this training will be £195 per day. Which means that the total cost will be
£780. The course that she will be sent on is a classroom training-instant account
courses. The first day will be about infroduction to book keeping the course will
explain everything about basic double-entry book keeping, debit and credit, the
nominal ledger and the trail balance of the key topics. The course content is:
Introduction to categories, theory, basic postings and trail balance, it recording, the
sales ledger, the purchase ledger, management reports and compute; base training.
The course for another three days. The first day of the three days the course explains
everything you need to know about setiing up your Sage Instant Accounts program.
Creating accounts, entering opening balances and data security are some of the key
topics covered. The content here of the course is: Introduction and Navigation,
Settings and Defaults, Setting up Nominal Records, Dealing with the Chart of
Accounts, Creating Customer and Supplier Records, Entering Customer and Supplier
Opening Balances, Entering Nominal Opening Balances, Setting Access Rights. On
the second day the course will explain everything you need to know about the basic
operation of your Sage Instant Accounts program. Entering journals, error correction
and generafing product invoices are some of the key topics covered. The course
content of this day is: Journal entries and bank transactions, operating the purchase
ledger, Operating the sales ledger, Data Maintenance, Using Error Corrections,
Creating products, Creating product invoices and stock control.

The final day of the course will explain everything you need to know about period
ends and credit control. Bank reconciliation, recurring entries and key performance
indicators are some of the key topics covered. The course content on this day will be
Performing Credit Control, Recurring FEniries, Bank Reconciliation, Financial
Reporting, Vat, Year End, Graphs and MS Office Integration and Using Instant
Accounts Plus Dashboards.

After this for day training Brenda will get a good understanding in the way that she
could use the account package. By doing this Brenda will allow Beeches to meet their
departmental objective ‘to help introduce technology’. : e e

For the training need Recruitment Training, | have decided that for this training
Brenda should be on an internal course with Sally the owner this is as Sally has the
relevant skills needed in recruitment as Brenda will be working along side Sally, I
therefore think that for the first few times that they recruit empioyees Brenda could
see what Sally is doing and could work along side with her and then after this then it
is likely that Brenda will have a rough idea of what needs doing. This way Brenda
will be trained in how to recruit employees and what issues need. igbé"/c()nsidered.

Justification of training programmes
I have decided to purchase the health & safety use of computer DVD package rather
than sending the employees to an external course is because if I decided to send the
employee on an external course, then this will mean that Beeches will have a time
constraint and money constraint. Time this is because if the employee was sent on the
external course that then would mean that there will nobody there to undertake Brenda
job, which will mean that this will mean that whilst Brenda is on the course, Beeches
will have to pay her wage, but will not benefit as she will not be doing her job.

7

Ul



Money is a constraint; this is because as other members in the business also need this
training, so therefore if all of the employees were sent on the external course, this then
would have meant that Beeches would then have:to pay more for those employees,
Therefore by purchasing a DVD package this will work out cheaper for Beeches. And
also if Brenda were sent to a 1-day course it would be likely that she can forget what
she learnt in the 1 day, therefore this wouldn’t be beneficial. But by buying the DVD
package, if the employees didn’t understand any thing or are unsure this way they
could refer back to the sources this way of training will be value for money. Brenda
could not get this training on the job; this was because none of the employees working
at Beeches has any training or skills relating to Health & Safety on use of computers,
Also as the employees can use this on the computers, this means that Beeches can
benefit from computer based training. Also by using this source I believe thﬂ’t the
employees will pay more attention on the audio and the visual mformatlon than
reading a book that contains information about use of computers. As images on the
DVD can be attractive so therefore allow the emplovee {o remember them. And as
psychological highlight that humans remember images more than words. As the DVD
is visual and has images therefore it is likely that the employees will remember the
information learnt more easily. As on the DVD there will more images this will then
help the employees remember want they have learnt. -

And as the DVD contains assessment forms this means that this way the-€mployees
will be able to test their knowledge when they want to, but by sending them on an
external course, they do not have this benefit of testing their knowledge.

I have decided to send Brenda to Shipley College for a NVQQ in customers’ service
level 2 course where they could later develop to a level 3. I decided to do this rather
than sending them on an external course on customer Service was because the
employees suggested-that they want to have trdyﬂ’ﬁg that leads 10 a qualification, so [
felt that by sending the employees to a college course for doing NVQ in customers
service, this way they will be able to develop their skills and also will be able to get a
qualification. As by sending them on a course that leads to a qualification, will
motivate the employees, as they are willing to do this. It will motivate the employees,

as Beeches will be meeting the employees’needs. And as the employees are i

motivated, they are likely to improve the quality of the customer service that they
provide the customers. By the employees providing quality service to the customers,
this then could mean that Beeches could meet their overall corporate aims that is ‘“To
increase their customer base by a further 7% during the year’. And also “To offer
excellent customer service’. And also will be meeting their shortsterm objective ‘to
‘plan customer service training for front of office staff within the next six moths.

Once again Brenda could not get this training on the job, this was because none of the
employees working at Beeches had any training in customers service and those that
have it had limited. Training will need commitment.

I decided to let Brenda get her skilis from Paul, by job shadowing him to gef training
on creating and maintaining a website. This was because I felt that if an emplovee
with the company has excellent training on a specific task, therefore others can learn
from this employees as by this way Beeches will be able to save both money and time
that they would have spent planning and finding place that she could go for training
O11. «
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This way as Brenda knows Paul and is familiar with him, she will then therefore feel
confident in learning from him than somebody that she didn’t know. And also with
this training programme Brenda could also work at her normal pace and if later she
still doesn’t understand any thing, this way she then could refer back to Paul without
any hesitation.

By having this {raining programme when Brenda has the required skilis to maintain
the website, then the finance department will be meeting the overall Beeches
corporate objective ‘to set up their own website by the end of the vear’. This
objective will be met. By reading the case study I have found out that Sally & Brian
have decided that Brenda will closely liaison with the external ICT.déveloper who
designs the website and training so that she is able to maintain the website, this
Brenda will be getting double training from to experts, [ therefore believe that Brenda
will be able to learn quickly.

F'have decided to send Brenda on an external course {o a sage training course for
training on a computerised Accounts package, this is because as she will be using a
Sage Accounts package I therefore felt that if she was sent on this training course that
is designed by Sage then Brenda will benefit a lot from this because this way she will
get training that is applied to software that she will be using. Because if she was sent
on a different account package training, then she will have to apply her training to the
Sage accounts package, whereas by receiving training from the sage training centre,
Brenda will not have to go through the hassle of applying her teaching to the Sage
account package.

Brenda could not get this training on the job; this was because none of the employees
working at Beeches have any skills or qualities on using a computerised accounts
package.

Sage will be able to provide Brenda the training that no other training course could
provide, but this course is relatively expensive. [ believe that as this course will be
beneficial to the finance department, therefore the owner of Beeches should gather
finance as in the long run, this then could be béneficial to Beeches financially, as
Brenda will be able to produce more work than before. Short term financial strain but
in support of long-term goals. ... e
And as Brenda has never used this Accounts package before then by receiving the
training from the designers of the package, Brenda will be able to learn the shortcuts
to the package, which means that Brenda could use the package more easily. Sage
training will give Brenda lots of confident as she will be able to discover how easy or
hard 1t will be for her to use the package.

As part of her new job role Brenda has to recruit staff, but has no training in doing this
so I felt that to allow the finance department to carry out the job role properly they
should receive some kind on training. [ therefore felt that the Brenda should go on an
internal course at Beeches with Sally; this is because Sally carrently recruited
employees and has the required skills. 1 felt that by providing Brenda with an infernal
course once again both Brenda and the owners of Beeches could benefit from this.
Brenda can benefit from this as she could feel at ease from learning from those that
she knows and Beeches can benefit from this as they could save costs on sending the
employees on an external when they have the skills in kouse.

1 also felt that if T sent Brenda on a external course, Brenda will not be able to see the
recruitment in action, whereas on internal course Brenda could see it in action, when
Sally the owner recruits staff.



Administration Department
Below 1 have created an outline-training programme for the Administration

department.
Training Need Training Method Training Duration Provider Cost
Programime
Customer Service Off-the -job Shipley 1 vear Shipley £750 per
{all staff) Colicge College cmployee
course
leading to -
NVQ in -~
customer
service (level .
2) P
Data Protection Act Off-the -job E-learning 1 day Academy /" unknown /j
(Sultana oniy) course on internet 5
Data e
Protection ) .
Act
Health & Safety {use of On -the -iob Watch 1-2 days Safety Media Contimied
computers Health & ~#om finance
Safety DVD depariment
Computerised payment On-the -job Provider will 1 day Hardware Adsorbed
system (Al staff) come in o provider w;,thm the
show ~Rardware
cosi
Management information On-he -job Provider will 1 day Hardware Adsorbed
system (All Staff) come in {0 provider . within t;w”
show hardWare
COs! )
Product Knowledge On -the -job internat internal Sally and NIA
{receptionist) course with course Brian -
Sally & with
Brian Saliy -
Suaff Appraisals On -the <job Sultana job Once a Sally N
{Sultana Oaly) shadowing week for
Sally 6 weeks
Recruitment Training On-the-joh internal Twice a Sally NiA
course with week for L
Saily 3 weeks g

Aims & Objectives of the Training Programme

The aims and the objectives of this training programme are:

) Help employees take on a new job role- the employees for this job role has to

. do various of tasks that they have never done so by giving them the {raining
they will be-able to do the job with confident and then therefore have the '

- motivation to do well with the work. By setting this objective 1 WLll"cﬁlOW the
employees at Beeches to work to- their potential, as they will have the
motivation to do so. By providing them the training they need this can then
help them to settle in to the new job role much quickly and easily. This could
also motivate them; motivation is a key thing that could help empioyeeq takes
on a new job role.

e Improve job performance and metivation-by providing the ,employeee with
the relevant training need to take on their new job, employe€s could be
motivated and could also improve their performance. Motivating employees
makes an emplovee confident in terms that Beeches care about then and prefer
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the way that they are doing the job. Motivation is key that makes the employees
feel secure about the fact that they are doing the job properly. By motivating
the employees the employees then could decide to work in Bpeches for a longer
period of time, which means that Beeches couid have Iowfqta{f turnover, which
means that Beeches could then save cost on employing to new employees to
work for them. And could also therefore create a good image for the customers
and local government.

° To create a more flexible workforce-by providing other employees with
training that others need, then all the employees will be able to undertake other
jobrole. For example by providing Brenda customer service training she also
will be able to undertake the receptionist job rote. The way Beeches could
benefit from this when is when an employee is absent from their job, it is
important if other employees are already trained and have the skills and the
experience to carry out the job then this way Beeches does not have to
disappoint customers or allow work to build up while they are off. Flexible
workforce could also be beneficial to Beeches when Beeches are busy at its key
scasons; therefore if employees are trained in more than one area of the business
they then can be more flexible as otheremployees are able to work. For
example if Sultana job shadows Sally and then if Sultana is off work then it
could be likely that Sally could conduct staff appraisals, whilst she is off as he
has the skills.

QOutline of the workshop

For the training need Customer Service [ have decided to send the employees in the
finance department to Shipley College for a NVQ in customer service by the OCR
exam board. NVQ’s in customer service are work related qualifications. These are
for people whose work involves some aspcctfof customer service. And as the
employees in this department will deal wr’fh customers [ feel that this course will
provide them the skills that they need. T have decided fo send them to a level 2 course
and from there they could progress. The course will be for 1 year and the employees
will be required to go to the college for 3 hours an evening on a Thursday every week.
This course in flexible so therefore the employees could start when they want, as this
course does not only start in September. The benefit of this qualification is that an
employer can recognise and reflect a candidate’s work. It also recognises the
candidates’ competence and ability in their every day work. Apart from going to
Shipley college the employees could aiso do this by registering with and OCR
approved centre.

The units that the employee has to cover wher doing a NVQ in customer service are:

e Give customers a positive impression of yourself and your organisation
® Deliver reliable customer service

o Develop customer relationships

e Resolve customer service problems.

The level 2 NVQ is aimed at individuals who have to deliver a continually improving
service to the customers. This NVQ is to help employers and employees to achieve
and demonstrate total quality as of a continuous customers service improvement
programme.

The NVQ’s have a flexible structure, which allows the candidates to gain recognitions
for skills required in their job role. They assess knowledge-and understanding but

g Do



also measure a candidates performance in the real work environment, which means
that the Beeches have to be work base that they can be assessed from, so therefore by
being a work base then this will not cost Sally and Brian any thing, Otherwise it costs
about £240 if the college provide the work base.

As the employees in the administration department will be in front of the house they
then will be able fo understand the what is customers service and how important it is

' to Beeches as a business,

For the training need on Data Protection Act [ have decided to send Sultdn,a on as E-
learning course on Data Protection Act that is prowded by Academy Internet. The
course training course will be delivered by one-of: the 1eadmg technology lawyers m
the UK. The content of this course is: '
° When does the Act apply and what exemptions are available?
. What are data controllers’ general obligations?

- The 8 data protection principles

- Processed fairly and lawfully

- Obtained and used only for specified and lawful purpose

- Adequate, relevant and not excessive

- Accurate, and where necessary, kept up to date

- Kept for no longer than necessary

- Processed i accordance with the individual rights as defined

- Kept secure

- Transferred only to countries that offer adequate data Protection

o Enforcement and compliance _
s Individual rights under the Act yd
° Employees/Employers ¢

. Subject access request

. Marketing

s Passing data over

. Miscellaneous issues

The objective of the course is that it will help to minimise the risks fo the business
from unforeseen legal problems concerning a prwacy and data protecmon As they
will be aware of the key issues concerning.

For the training needs Health & Safety (use of computers) I have decided to use the
Health & Safety (use of computers) DVD, which the employee could watch in their
own pace and when they want. But to get the best on the DVD T advice Sally and
Brian to allow the Brenda to watch the whole of the DVD at once, which will take
about 1-2 hours. The DVD pack is about Health & Safety for computer operators, it
mcludes 20 Health & Safety training booklet and 50 assessment forms, which the
employees could use to fest her self. [ advice that this should be done under exam
conditions, so that the owner could actually see the amount that the employees have
learned from this. As this could help to motivate the employees to take the training
seriously. The cost of this DVD package is £149.00, bat as the employees in the
finance department also needs this training, this way Beeches will be able to save
money as they will not have pay a large amount many times if they require to send all
the employees on this training in the future. This DVD also includes vital information
- on laptop and computer usage and how to correctly set up a workstation, which means



that apar( from watching in on the TV, they could learn by computer base, as they will
have the facility to do so.

For the training needs computerised payment system I have decided that the way that
the employees in the administration department could get this training is on the job.
The way that this could do on the job is by the hardware providers coming in for a day
to show them how to use the system, the cost of this is unknown but I believe that it
may be absorbed as part of the hardware cost. This way the employees will have a
great knowledge and will be motivated, as they will fee] that is beneficial to them.
This way if the employees still do not understand any information them they could
refm to the user manuals that are prowded with the computerlsed payment Ryitem

o

they use the system.

For the training needs management information system I have decided that the way
that the employees in the administration department could get this training is on the
job. The way that this could do on the job is by the hardware providers coming in for
a day to show them how to use the system, the cost of this is unknown but I believe
that it may be absorbed as part of the hardware cost. This way if the employees still
do not understand any information them they could refer to the user manuals that are
provided with the computerised payment system.

Training the employees this way will mean that they will be getting the information
straight from the providers, therefore the information will be more accurate than any
other information provided by other external courses.

For the training need Product Knowledge that the receptionist need 1 have decided
that the way that they could training or knowledge of the products that Beeches sell by
internal course that is organised by Sally and Brian this is because they are the owners
of Beeches they therefore know what they sell and the prices that they charge. 1have
decided that if Sally and Brian go through the products that sells with the receptionist
for 1 day so that they then could have knowledge on ;lfc products that they sell to the
..customers. Or they could also grow. through the basic induction programme that they
have created so that the receptionist could refresh their memories or could learn more
about the products and their features.

For the training need Staff Appraisals I have decided that Sultana couid go on an
internal course with Sally and Brian once again as she has the knowledge and past
experience in staff appraisals, as they currently conducted Staff Appraisals in
Beeches. The way that Sally and Brian could train Sultana could job shadow them
when they are conduct staff appraisals with other members of staff. This way Both
Sally and Brian will not be wasting their time in fraining Sultana in how to conducted
Staff Appraisals as they will be able to do this when she is job shadowing them.

For the training need Recruitment Training, | have decided that for this training
Sultana should also be on an internal course with Sally the owner this is as Sally has
the relevant skills needed in recruitment as Brenda will be working along side with
Sally, T therefore think that for the first few times thatthey recruit employees Sultana
could also see what sally is doing and could work ;ﬂbng side with her and than after
this then it is likely that Sultana will also have a rough idea of what needs doing. This
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way Sultana will be trained in how to recruit employees and what issues need to be
considered. '

Justification of training programme

I have decided to send the employees in the administration department also to Shipley
College for a NVQ in customers service level 2 courses where they could later
develop to a level 3. 1 decided to do this rather than sending them on an external
course on customer service was because the employees suggested that they wanting to
have training that leads to a qualification, so I felt that by sending the employees to a
college course for doing NVQ in customers service, this way they will be able to
develop their skills and also will be able to get a qualification. As by sending them on
a course that leads to a qualification, will motivate the employees, as they are willing
to do this. It will motivate the employees, as I will be meeting the emplgy,ee’é"" needs.
And as the employees are motivated, they are likely to improve the quality of the
customer service that they provide the customers. By the employees providing quality
service {0 the customers, this then could mean that Beeches could meet their overail
corporate aims, which is “To increase their customer base by a further 7% during the
vear’. And also ‘To offer excellent customer service’. And also will be meeting their
short-term objective ‘to plan customer service training for front of office staff within
the next six moths.

Once again the employees in the administration department could not get this training
on the job, this was because none of the employees working at Beeches had any
training in customers service and those that have it had limited.

I have decided to send Sultana on a 1-day course to Academy Internet this was
because as none of the employees working at Beeches had the relevant Data
Protection Act knowledge even though this way of training Sultana would have been
cheaper. This was because as this 1 day course is a really good course because it is
provided by leading technology lawyers in the UK, this therefore means that as they
are the leading lawyers they therefore wil have the perfect and the correct knowledge
this therefore means that Sultana will be able fo come back with the perfect
knowledge, But.if Sultana was send on different course like to college course then this
will not be very beneficial as she may not be able {o learn a lot from them as she
would at this training course.

I have decided to use the health & safety use of computer BDVD package rather than
sending the employees to an external course is because if I decided to send the
employee on an external course, then this will mean that Beeches will have a time
constraint and money constraint. Time this is because if the employee was sent on the
external course that then would mean that there will nobody there to undertake their
job, therefore then the owners will have to close the clinic, that could result o oss of
sales. Money is a constraint; this is because as other members in the business also
need this training, so therefore if all of the employees were sent on the external
course, this then would have meant that Beeches would then have to pay more for
those employees. Therefore by purchasing a DVD package this will work out cheaper
for Beeches. And also because if the employees were sent to a 1-day course it will be
likely that they will forget what she learnt in the 1 day, therefore this wouldn’t be
beneficial. But by buying the DVD package, if the employees didn’t understand any
thing or are unsure this way they could refer back to the sources this way of training
will be value for money. The employees cannot get this training on-fhe job; this was



because none of the employees working at Beeches has any training or skills relating
to Health & Safety on use of computers. Also as the employees can use this on the
computers, this means that Beeches can benefit from computer based training. Also
by using this source I believe that the employees will pay more attention on the audio
and the visual information, than reading a book that contains information about use of
computers. As images on the DVD can be attractive so therefore allow the employee
to remember them. As psychological humans remember images more than words. As
the DVD is visual and has images therefore it is likely that the customers will be
remember the information learnt more easily.

And as the DVD contains assessment forms this means that this way the employees
will be able to test their knowledge when they want to, but by sending’ them on an
external course, they do not have this benefit of testing their knomfledge

I have decided in order for the employees to get the training on computerised payment
system, that they should get it by the providers of the system, I have decided this
because | feel that the this way the employvees will get the accurate experience in how
to use the system and also how to operate it.

By this way the employees will get a taster of how easy or hard it is to use the system,
This way of training will be practical, as they will be using the computers to see how
it works, but if they were sent on an external course it is likely that they would have
learned by just looking at how the trainer is using the system. By this way those
learners that are kinaesthetic leaner, will not be able to learn anything. This way all
auditory, kinaesthetic and visual learners will be to learn from this.

1 have decided for the employees to get the training on management information
system, they should get it by the providers of the system, 1 have decided this because 1
feel that the this way the employees will get the accurate experience in how (o use the
system and also how to operate it.

By this way the employees will get a taster of’ how easy or hard it is-to use the system.
This way of training will be practical, as t}:{ey will be using the computers to see how
it works, but if they were sent on an exteTnal course it is likely that they would have

learned by just looking at how the trainer is using the system. By this way those ——

learners that are kinaesthetic leaner, will not be able to learn anything. This way all
auditory, kinaesthetic and visual learners will be to learn from this.

By getting this training the employees will successful be able fo text the employees to
meet their corporate objective “to instigate a text reminder service generated through a
computer program within the next three months’.

I have decided in order for the receptionist to enhance their knowledge on the
products that Beeches offer to the customers for sale, that they should go on an
internal course with Sally and Brian. I have decided this is because as Sally and Brian
have the knowledge of the product that they sell as they are the owner this training
programme will then therefore work out to cheaper. And also it is not relevant to send
them on an external course this is because no other person will have greater
knowledge on the products that Beeches sell apart from.the owner of Beeches Sally
and Brian. Therefore the best training programme that the receptiomsts could go to
enhance their knowledge on the products that Becc‘hes sell is by going on an internal
course.

[
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Once again for the training need Staff Appraisals I have decided that Suitana should
also go on an internal cause with Sally. This was because I believed that if an
ermnployee / the owner at Beeches has the relevant skills that are need then there is no
point in sending Sultana on an external course as it would be costly to send her on an
external course. Whereas if Sultana in trained on the job then this way it will not cost
Beeches anything apart from Time. Time could be a constraint, but I'believe that they
can overcome this problem by letting Sultana job Shadow Sally«vﬂien she is
conducting appraisals. This way only Sultana will not be able to carry out her job role
for a few hours. But bearing in mind this will only be for a few weeks, therefore is a
short-term constraint.

I'have decided that in order for Sultana to get the experience and the knowledge
needed to do her job properly, she should go on a internal course at Beeches with
Sally, this is because Sally currently recruited employees and has the required skills. 1
felt that by providing Sultana with an internal course once again both Sultana and the
owners of Beeches could benefit from this. Sultana can benefit from this as she could
feel at ease from learning from those that they know and Beeches can benefit from
this as they could save costs on sending the employees on an external when they have
the skills in house.

I also felf that if I sent Sultana on an external course, Sultana will not be able to see
the recruitment in action, whereas on infernal course Sultana could see it in action,
when sally the owner recruits staffs.

Training Initiatives

After implementing these changes I advice Beeches that they apply for an Investors In
People award as 1 found out from my secondary research that many companies
implement this award once they have a training programme. Now as they have they
implement the change above [ believe that Beeches will be able to qualify for this
training.

The requirements for the Investors In People award are:

# To have a strategy for improving the performance of the organisation is clearly

defined and understand- I have desighed this stratepyv 6T Béeches as mentioned 777

above

e Learning and development is planned to achieve the organisations objectives-
above 1 have mentioned the way that they will be meeting their aims and
objectives.

e Strategies for managing people are designed to promote quality of epportunity in
the development of the organisations people-Beeches have identified all the
employees needs and have a strategic plan that will make sure that all employees
get fair amount of traiping.

e The capabilities ma{figéi‘s need to lead manage and develop people effectively are
clearly defined and wnderstood-the managers at Beeches have the relevant
knowledge and skills to lead the training, as Sally the owner currently does this asg
part of her job.

As Beeches meet all the requirements above therefore they could apply for the award

if they want to invest in this. But T advice them to apply for the award as they as this

will beneficial to them, as it will show customers that they have spent money pr'fhe
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employees. Apart from this they also will be able (o atiract new employees to come to
work for them.

And as Sultana in the administration department will conduct the staff appraisals, this
shows me that Beeches will also be implementing an Appraisals /performance review
initiative in the business to motivate their empioyees to work to their potential, once
they receive the training that they require.

Apart from implementing the above to training initiatives above, Beeches could also
apply for the Learning Skills Council fund. As I have decided that Beeches should
send all their employees for a NVQ in customer service, which is a level 2 course.
And as the learning skills council fund level 2 course, I therefore suggest that Beeches
should apply for the fund from the learning skills council through their local Business
link, as it is a possibility that they could receive a fund if they apply. I have suggested
this because I felt that as Beeches have to £750 for per employee, and as they have 5
employees this will cost them £6750, so 1 felt that if they apply for this fund they
would be able to save their costs. It is even beneficial to Beeches if the Business link
decide to fund for half of the total cost.
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A04
Task 6

I believe that the iraining and development strategy that I have developed will be a
success because I believe that | have developed my training and development strategy
with the needs of the employees in mind. I have designed the training package
according to what skills and experience 1 feel the employees need in order to do the -
job effectively and also to motivate the employees. | have also not lost s1ght ()ﬂthe
organisational aims and objectives o
In order to evaluate the effectiveness of the training and deveiopment tI’dH}lHU strategy
that I have implemented, 1 am going to prioritise which internal and external
constraints, | think would have the greatest impact on the effectiveness on my training
and development strategy
1 will be evaluating the effectiveness of the trdlmng and development strategy by the
internal and external constraints below:
e The problems associated with one off training rather than ongoing training
initiatives
e (Competition
« A radical change to a business’s aims such as expansion causing a revision of
training Initiatives
¢ Physical resources o
s Cost implications
# ] egislation

The probiems associated with one-off training rather than ongoing training
initiatives

I believe that “The problems associated with one-off training rather than ongoing
training initiatives” has the greatest impact on the training and development strategy
that I have implemented 1 feel this because most of the training programmes that |
have mentioned within my two strategies are programmes that have a duration of 1
day. This means that the employees will be sent more on one-off training rather than
ongomgirammo Th1§ means that the employees WlﬁTedqy forget what they have
learnt if [he}@\rcvmw “fhe trammg that they have been to by referring to it on a regular

basis, this is by applying the skills and the experience that they have learnt to the job o

on g regular basis. -
Employees will be sent on one off training to external courses, employees like
Sultana, who will be sent on Data Protection Act training. Sultana will have to make
sure that she revises and reviews the training after being to the training programme,
this is because if she revisesand reviewsthe training, it is then more likely that she will
easily be able to remember what she has learnt, and also.uses on a regular basis when
carrying out her job role. Whereas Brenda will be sent{of a' Sage Account Package
training, which will ongoing training as it is more likely that Brenda will use the
accounts-package on a daily ba%lq to build up her skills and knowledge. This will then
enable training to prove e}ifecnve Which therefore means that Brenda will be able to
meet the overall departmental aim “To introduce new technology®. Therefore this
shows me that if the customers are sent ongoing training they will allow Beeches to
meet theiain and objectives.

But if they both decide to ignore what they have jearnt from the training programme
because they can not be bothered or are not motivated enough, then it is more likely



that they will forget what they learned and then therefore the money that was spent on
them to go to those training programmes will go to a;waste. This shows that then
Beeches will then not benefit from sending Sultana and Brenda 6 training, as if they
{orget they both will not be able to use the skills in Beeches when carrying ouf their
job role. If Beeches then decide to send the employees to a different training
programme later on for the same training, if they did not learn a sufficient amount the
first time, then Beeches will have to pay an extra cost. —

And as all the customers working at Beeches will be sent on the customer service for
year and will go this course on a weekly baqe 'this means that as this training is on-
going it 1s more likely that the employees wiil remember what they have learnt as they
will be referring back to it on a regular basis, which will then allow Beeches to meet
their overall corporate aim ‘To offer excellent customer service” and their overall
corporate objective ‘To plan customer service training for front of office staff within
the next six months’. May be due to poor customer service Beeches may have had
many appointments missed, therefore once they customers service turns to excellent,
they then may be able to meet their business corporate atm T ogreduce the number of
missed appointments from 5% to 2%’. e

Whereas employees like the receptionist who also will be sent on one-off {raining
programme internally for the product, could also forget what they learnt if they do not
revise and review what they have learnt already. But as they are on this training
programme internally, if does not effect Beeches to much because they will not have
pay for the training that they take on again, though it will be a waste of the time that
take off again for the training. This then could affect Beeches, as they will have to
either close down, which means that they will be their losing out on their sales. Or
they could also ask someone to cover they job roles, which mean that during that
month they will have to pay exira wages, as they will be paying the existing
employees and the employees that have been called on cover.

To over come these problems listed above I recommend to the employees working at
Beeches to revise and review what they have learnt on one-off training, so that they
do not forget what they have leamnt, as if they don’t it is likely that they }Miﬂ forget.

Competition
T believe that ‘competition” has the next greatest impact on the training and
development strategy that I have implemented. 1 believe this because as currently
Beeches had high staff turnover, which shows me that as Beeches did not provide
thetr employees the required training that was needed, by reading the case study 1
assume that the employees went to the competitors as they offered the {raining to their
emplovees. But now as Beeches will provide their employees with the required
training that is needed, so that they motivate, inspire the employees to work, which |
assume will be better than their competitors as Beeches are spending more time and
the money on their employees.
It 1s likely that the competitors may not be spending too much time and money on
thetr traiming because they may be relying on Beeches to train their staff properly, so
that once the staff working at Beeches are properly trained in specific areas they then
could attract the employees to their business by offering high salary or benefit to the
employee.
If Beeches spend £780 on sending Brenda to Sage Account Package training, and then
she leaves Beeches cause she 18 attracted by the competitors, this then would mean
that Beeches will not be able to meet their finance departmental aim “To introduce



new technrology’, this 1s because if no one knows how to use the accountpackage this
then is not effective. o

If this happens then Beeches will be losing their employees and also the time and the
money that they spent on fraining the employees. But to overcome this impact [

advise Beeches to make sure that they make sure that the employees sign a contract (... ;é'"m
saving that they will stay in the business for 1 year after receiving the training. A Hh é /

But if Beeches apply for the Investors in People Award then Beeches will be ’
recognised nationally, which then could help them to attract both employees and
customers. As if Beeches attract customers they then will be able to meet their
corporate aim ‘to increase their customer base by further 7% during the };@ﬁf

A radical change to a business’s aims such as expansion causing a revision of

training initiatives

I believe that * A radical change o a business’s aims such as expansion causing a

reviston of training initiatives’ has the next greatest impact on the training and

development strategy that I have implemented. I believe this because Beeches are

more likely to grow in the coming future as by reading the case study I have

discovered that Beeches make a healthy profit at the end of every financial year. This
therefore informs me that they may further expand in the future.

S0 if Beeches expands in the near future, this therefore mean that it then will be able )
lo attract new customers which mean that Beeches customer base will increase, which -
will then result into Beeches meeting their corporate aim “to increase their customer s

base by further 7% during the year’.

As Beeches expand it 18 more likely that Beeches will have to employ more people so

that 1t can then provide quality service to its customers. In order for the new

employees to provide quality service to the customers they will be needing training,

therefore Beeches will have to make sure that they offer the employees the training
that is needed. I believe that therefore Induction training will be vital for the new
employees that start at Beeches.
Once Beeches expands it is then important that Beeches revise their training
initiafives. They could start off with the staif appraisals. It is vital that staff
appraisals are updated, so that the staff appraisals that Sultana conducts with the
employees meet the need of the staff. Staff appraisals will continuous improvement
help to motivate the employees, which will aiso be beneficial to Beeches as they will
be able to meet their departmental aim ‘To improve job performance and motivation’,
Apart of revising the Statl Appraisals, as currently Beeches applied for funds for the
learning Skills Council, so that they can afford to pay for the NVQ’s in customer
service, once they have expanded Beeches could decide to invest in the train to gain
sysfemnt. A

Physical resources

I believe that ‘Physical resources” has the next greatest impact on the training and
development strategy that I implemented. Beeches has all the relevant resources that
are needed, as they have the computers, printers, hardware and software needed to use
the DVD on the computers and aiso enough room for training as the building is new
and is equipped with all the resources that are needed. As one of the programmes that
I mentioned in the training strategy that [ implemented involves the employees
watching the DVD, and Beeches currently have a DVD player and TV in the
premises, this therefore informs me that Beeches will not have to buy new resources
in order for the employees to undertake the training. Beeches have one designated



room in the building that they use for fraining purposes and also for other occasions,
for example when they recruit employees and aiso for meetings, staff performance
review. P

When the employees are sent of extemdl courses, that take place outside the business,
Beeches have less pressure on thefphyswal resources that they have available.

As most of the training programmes that I have implemented with in the training and
development strategy that I have developed are internal courses, as most of
programmes are internal programmes, this therefore means that all the staff can not do
the training at the same time, as by reading the case study [ assume that Beeches is a
really big business, it therefore is more likely to only have designated rooms for
training. As it has designated rooms in the building this means that Beeches
physically have enough space in the building in order for the employees to carry out
the training at once. As these rooms is used for multipurpose, therefore this means
that Beeches have to carefully plan what they are going to do and when. I believe that
this impact of physical resources will only have an impact on Beeches when they
decide to expand, but then again when they expend they are likely (o have more space
for training.

And also some of the internal training that will take place can take place at a desk.
For example when Brenda show shadows Paul, she will be able to do. this by sitting at
a desk in front of a computer, therefore the physical resources constraint will not
effect the training every much, and as when Brenda gets all the training that is nceded
for creating and maintaining the website, Beeches will be abie to meet their business

objective ‘To set up and maintain their own website by the end of the year’ Va

’j.ﬂ’
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Cost implications

I believe that “Cost implications’ will have the next least impact on the training and
development strategy that | have implemented. [ believe this because Beeches
currently have £7000 budget to develop the ICT in the business. Therefore from this
sum Sally and Brian the owners of Beeches have for the development of 1CT can use
this money towards the accounts package that Brenda will be using and the training
costs and could also use it for the Health and Safety DVD, and as the Health and
Safety DVD could also be used by the employees in the administration department,
this therefore means that Beeches will be able to save costs on the amount that they””
would have spend on sending the employee in the administration department to &
course in Health and Safety in use of computers.

For the training NVQ in customer service Beeches apply for fund from the learning
Skills Council, which mean that Beeches will not have to pay for training need either.
From reading the case study I have assumed that Beeches are financially growing, so
therefore they will be able pay for the training that they want their employees to
undertake. As if Sally and Brain the owners of Beeches want to achieve their
organisational objectives, they then therefore must be willing to pay for the training.
And as 1 have mentioned above that Beeches do not have a cost implication, this
therefore shows me that this cost implication impact will not effect Beeches in any
way as they have the money to support this uniess they change their mind to do so.
Sally and Brian need to make to consider whether it is cost effective to.shut the
business for one to accommodate training like the training o the computer system.
As now the “working time directive” has changed the law of t}leﬁ’ﬁiployees working
for 48 hours per week to longer if they are willing to, this therefore means that
Beeches could decide to pay the employees overtime if they want to do overtime, so
that during that overtime they could decide to train the staff, this then could create a
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flexible workforce, which will then could help to reduce costs while someone is away
from their job role, this then can be covered.

Legislation T

I believe that “Legislation” will have the least impact on the training and development
strategy that | have implemented. 1 believe this because when training employees
every business have to follow legislations so that it offers all the employees in the
workplaces with equal training. Business will have 1o make sure that they refer to the
changes in the equal opportunities legislation, which are sex discrimination, race
discrimination, Equal pay, and disability discrimination. As at this moment of time
all employees from any sex, race or with any disability problem is entitled to the same
training.

As Beeches will be offering their employees Health & Safety training, therefore they
will have to make sure that they follow the Health and Safety Act.

When the legislation change Beeches will need to make sure that they respond to
them quickly. Especially if there are changes in the in the Health and Safety Act and
the Data Protection Act, this is because these are the two Act that they have sent their
employees on training for. Therefore someone will have to revise and review the
training, so that the employees carry out the job roles are up to date and sure about
what they are doing. It is important that Beeches react to the changes made in the law
quickly because if employees like Brenda start to train other employees in Health and
Safety that 1s out of date then Beeches will not be able to meet their departmental or
overall business aims and objectives.

As now the ‘working time directive’ has changed the law of the employees working
for 48 hours per week to Jonger if they are willing (o, this means that-Beeches could
benefit from this by asking their employees to work longer for them so that they then
could increase their sales.
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Appendixes



FOR

WHEN

TUTOR

New, aspiring and existing HoDs in secondary schools. Line managers of HoDs in
secondary schools.

Wednesday 10 January 2007, London.
Thursday 1 February 2007, Birmingham.
Tuesday 24 April 2007, Manchester.
Tuesday 26 June 2007, Birmingham.

Andrew Lagden currently works as an Ofsted Inspector - in the last five years he has
inspected 60 schools. This has included whole school issues such as{eadership and
management, standards and the curriculum as well as subject areas such as History and
Business Education. Additionally he works as a consultant in a number of initiatives,
including the specialist schools, training schools and advanced skilis teacher
programmes and work related learning. He is also an NCSL accredited school
improvement partner (SIP).

This course complements other free-standing courses on evaluating teaching and learning and Ofsted,
OBJECTIVES
- Develop knowledge about the principles of successful self evaluation in departments

- Give an overview of how to evatuate the key aspects of a department, including standards, progress, curriculum and
leactership and management

- Provide

information about how to monitor and evaluate teaching and learning successfully in a department

- Develop awareness of the new Ofsted (2006) framework and its implications for departments

PROGRAMME

09.30 Welcome, refreshments and registration

0945  Developing self evaluation in departments: how to evaluate effectively ~ judgements, evidence and impact;
documentation to have in piace and the implications of evaluating; ‘Evary Child Matters’ cutcomes for departments

11.15 Evaluating key aspects of the department: a model for department self evaiuation, using data to evaluate
standards and progress and evaluating other key areas — curriculum, leadership and management

12.30 Lunch .

13.30  Evaluating teaching and learning in the department: catrying cut lesson observations and feeding back to
colleagues effectively using the new Ofsted guidelines

15.00 Preparing your department for inspection under the new Ofsted {2006) framework: understanding the
implications for departments, lesson observations and preparing colleagues for inspection

16.00  Close

FEE £195 including lunch, light refreshments and course materials.

COURSECODE  MLADE-MW

No additional charge for VAT,

ISING ACHIEVEMENT

QCR trading as Mill Wharf Training R



A
DEVONSHIRE

- HOTELS & RESTAURANTS

. Management Development Programme

Programme Structure

Each individual to complete 12 modules encompassing:
« 9 Core Modules
= 1 choice from section A
= 1 choice form section B
= 1 choice from section C

Module Structure

1. Pre Workshop Briefing & Activity. Usually background reading
and a couple of guestions to answer.

2. Delegate Work Book. To support each workshop with
objectives, additional reading material, notes and further
references.

3. Facilitated workshop - 3 hours (4 in some circumstances)
supported with copies of siides, vatious activities and handouts.

4, Post Course Departmental Learning Activity. A personal action
plan and case study. '

5. Learning Review - 1-2 hour group session to practice skills and
integrate into daily working life.

Core Modules
1. Managing Health & Safety

2. Organisational Skills

Time Management
Action Planning
Delegation
Assertiveness
Organising Workspace

3 -] n [:] -1

3. Communication Skills
= [pterpersonal Skills
= Team Briefings

- 4, Leadership
= Influencing -
s Negotiating
#  Managing conflict



5. Team Building Skills
= Motivation
g Recognition

3. Recruitment & Selection
= Employment Law
= Job & Parson Specifications
= |nterviewing

7. Managing Training
= Individual & Team Development
= Coeaching

8. Aporaisal Skills

: *  Managing Performance
s Feedback
s Self Development

9. Managing Performance
= Discipiinary & Grievance
= Counseliing Skills
= Holding 1:1s

Optional Modules

Sectfion A
- .®  Managing the Customer Experience . . .-
* Problem Solving & Decision Making

Section B
= Managing Quality & Continuous Improvement
5= Change Management

Section C
= Managing Information for Decision Making
= Financial Management & Report Writing
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An overview of the Standard framework



1 Top managers make sure the organisation has a clear purpose and vision supported by a strategy for
imoroving s performance.

2 Topmanagers make sure the organisation has a business plan with measurable performance
objectives,

[6a]

Top managers maike sure thers are constructive relationships with represantative groups (where they
exist) and the groups are consulted when developing the organisation's business plan.

4 Managers can describe how they Involve people when developing the organisation's business plan
and when agresing igam and individual objectives.

& Peoplewho are members of representative groups can confirm that top managers make sure there
are constructive relationships with the grous and they are consulted when developing the
organisation's business plan.

& People can explain the objectives of thelr team and the organisation at & level that is appropriate to
their rote, and can describe how they are expected to contribute 1o developing and achisving them,

at

1 Top managers can explain the erganisation's-learring and developrment needs, the plans and
resolirces in place to meet them, how these fink to achieving specific oblectives and howihe impact
wilt De evaluaied.

RE:

2 Maragers can explainisam lsarming and development needs, the activities planned to meet them,
how these link to achieving specific team objectives and how the impact wit be evaluaied,

3 People can describe how they are involved in identifying thelr learning and development needs and the
activities planned to meet them.

4 Pecple can explain what thelr learning and development activities shoutd achisve for them, theirteam
and the arganisation.

1 Top managers can describe strategies they have in place to oregte an environment whete everyore is
ancouraged 10 contribute ideas 1o improve their own and other pecpie's performance.

2 Topmanagers recognise the different needs of peopie and can describe stratenies they havs inplacs
to make sure everyons has appropriate and fair access 10 the suppor they need and there is equalty
of opportunity for peopie to learn and davelop which will improve their performance.

[65]

Managers recognise the different needs of people and can describe how they make sure everyone
has appropriate and fair access to the support they need and there is equality of opportunity for peapie
1o learn and develop which wil improve thelr performance.

2 the performance of the organ

1

4 People believe managers are genuinely committed to making sure evaryone has appropriate and fair
access 1o the support they need and there is equality of opporunity for them to learm and develop
which will improve their performance.

5 People can give examples of how thay have been encouraged to contribute ideas to improve their
own and other people's performance.

o Imprm

dwt O
£

1 Topmanagers can describe the knowledge. skils and behaviours managers need to lead, manage
and develop people effectively, and the plans they have in place 1o make sure managers have these
capabiities,

B

Managers can describe the knowisdge, skilis and behaviours thay need to lead, manage and devsion
people effiectively,

3 People can destribe what their manager sholid be doing to lead, manage and develop them
effsctivaly,

Aninvestorin People o

Piain Engiish Campaign’s Crystal Mark doss not appiy to iIndicator 3,



[fN)

Managers can.explain how they are effactive in lsading, managing and deveioping pecple.

- Managers can give exampiss of how they give people constructive feedback ontheir parformanse

regLiarly and when appropriate.

Peiople can explain how thair mahagers are effective in leading, managing and developing them.

Peopie can give examples of how they receive constructiva feechack on their performance regularly

and whean appropriate.

Managers can give exampiaes of how they recognise and value peaple's Individual contripution to the

organisation.

Feople can describe how they contribute fo the organisation and beliave they make a positive

differenca to its performance.

People can dasaribe how thelr contribution to the orgarisation is recognised and valued.

Managers can describe how they promots a sense of cwnership and responaibility by encouraging
people to be invalved in decision-making, bath individually and through representative groups, where

they esdst,

Feople can describe how they are encouraged 1o be involved in dacision-making that affects the
performance of individuals, isams and the organisation, at aievel that is appropriate to thair roie.

Faopla can describe how they are encouraged 1o take ownership and responsiollity for decigions that
affect the performance of individuals, teams and the organisation, at a level that is appropriate to thelr

role.

Managers can describe how they rmake sure people's learning and development needs are met.

People can describe now their isarning and development neads have bean met, what they have laarmt

and how they have appliad this in their role.

People who are new to the organisation, and those new to arcie, gan describe how their induction has

haiped them to perform effectively.

ance of the organisation.
-

An lrvestor in People can demonstrate the mpact of its ivestmeant

in paople on tha perform

Evaluating the impact on the performance

of the organisation

Top managers can describe the organisation's overal nvestrmeant of tims, money and rasources in

learning and devalopment,

Top managers can explain, and quantify where appropriate, how learning and develooment has

rmproved the performance of the organisation.

Tor managers can describe how the evaluation of thelr investrnent In people is used to develop thair
strategy for improving the parformance of the organisation,

Managers can give exampi@s of how learning and developrent has improved the performance of their

eam and the organisation.

Fecple can give exampies of how lsarming and development has improved their performance, the
parformance of their tieam and that of the organisation.

Tor managers can give examples of how the svallation of thelr Investment in peogle has resuited in
irmprovements in the orgarisation’s strategy for managing and developing people.

Managers can give sxampies of mprovements they have mads to the way they manags and deveiop

people.

Feople can give examples of improvements that have beeh made to the way the organisaticn

managas and develops its peoplke.



Business plan

Thig is a plan that sets out the
organisation's chjectives, T may
alse be known as an organisational
plan, corporate plan, strategic plan,
development plan or improvement
plan.

Capabilities

These are the knowladge, skills and
tehaviours the organisation's
leaders and managers nesd.

Consiructive feedback
This is information provided to an
individual that allows them to
ungerstand their particular
sirengths and their areas for
improvermnant in relation to their
parformance,

Constructive relationships
This refers to posftive working
relationships between managers
and representative groups,

Consult

Thiz means managers and
representative grouns recularly
exarmining issuas of mutual
concern fogether s0 that thay can
take acoourt of the views of
employses when making decisions
that are likely 1o affact thelr
interests.

Continuaily
This means happening often but
with breaks in between aach event.

Contribution

This is the ideas, time and effort
that people give to an organisation
{0 help it achleve its ohisctives.

Equality

This means recognising that while
people are different and need to be
freated as Individuals, evervone s
the same in terms of having equal

Words can mean different things to different peopie. This glossary explains what
certain words mean as they appear in the Investors in People Standard,

value, equal rights as human beings
and a need 10 be treated with dignity
and respect. Intenms of the
cpportunity to lgarn and develop,
aguality means preventing and
removing discrimination because of
SOMEeOne’s race, sex, disahility,
sexuality, refigion or belief, age,
marital status or other parsonal
characteristics. it makas sure that
all groups have appropriate and fair
access o learning and development
opportunities.

Evaluation

This means reviewing the results of
tearning and development activities
and identifying whether they have
achieved thelr intended objectives
and how this has had animpact on
parformance.

impact

This means the results achieved
and the effect thig has had on
performance.

Learning and development
This is any activity that develops
skilis, knowledge or attitude.
Activities may range from formal
{raining courses run internally or
externally to informal on-the-joh
fraining or coaching.

Manager

This is anyone who is responsibie
for managing or developing people.
This inciudes top managers.

Objectives

These are the results the
organisation atms for to achieve its
vigion. To know if the objectives
have been achieved, they need to
be specific, measurable and time-
bound. Specific means identifying
exactly what needs o ba achieved,
Maasurable means knowing howe
much has been achieved (for

example, 5% up, 100 more or five
ngopia more), Time-bound means

5. Setting a deadiing for achiaving the
“robiectives (for example, by the end

ofthis three-mornth period or within
ane year).

Crganisation

This is the body that is working
with the Investars in Faople
Standard. It can be profit-making
or non-profi-making, & charity,

a subsidiary or a business unf.

Ownership

This means people plaving &
greater rofe in the success of the
organisation, and being willing to
cwi a decision and be accouniable
for its outcome.

People

Thig is anyone who helps the
crganisation to achieve fts
abjectives - whatever role they play.
ltincludas part-time workers,
voluntary workers, people on
renewable short-tarm contracts,
and regular, casual employees,
Where an indicator refars to
‘people’, it means everyone inthe
organisation (including managers
and top managers). The only
exceplion Lo this is where the
assessor decides, based on
evidence collected, that they wil
accept nearly everyone.

People who are members
of representative groups
This refers 1¢ people who act as
official representatives, rather than
orginary members.,

Purpose

This describes why an organisation
axigis anctwhat its business is. This
coutd be expressed through
mission statement,

Quantify

This means explaining, in
measurable terms, the resuits
achieved through iearning and
developrerit activities.

Regularly

This means at least once a year, but
it couid be more aften, ks up to the
organisation to define what is
appropriate.

Representative groups
These are grouns ke trade unions,
other workplace representatives,
siaff associations, works councis
and partnership councils,

Strategy
This Is the way an arganisation
aims to achieve itg vision,

Team

This is & small orlarge groun of
people who cometogether to work
towards a shared goal - jor
example, a project team, a branch
or clepartment, insmal
organisations, a team may be the
whole organisation. As a result,
whare an evidencs reguirement
refers to team, this will mean the
whote organisation ff there are no
smalier teams.

Top managers

Thess are the most senior people in
the organisation who are fikely to be
responsibie for developing
strategies and approving major
investments. This couid be the
awners, the board of directors,
partners or senior Managers.

Vision

This describes wherean
organisation wants to be in the
future and what it wants its psopls
and ita customers 1o say about i,
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Do you want to climb the heights like star of -
stage and screen, Brian Blessed? Then become
an investors in People Champion.

Investors in People Champions are the
axermnplars of Investors in People and
prime advocates of its benefits. investors
in People UK was delighted to welcome
its nine new Champions to the
UnderGilobe of Shakespeare's Globea
Theatre in London fo present thermn with
their certificates at a celebralory awards
dinner held in the auturnn.

The Guest Spaaker who handed over the
certificates in dramatic fashion was Brian
Biessed, the distinguished actor whose
career stretches from 7 Cars and §,
Clauaius thraugh to Kenneth Branagh's
recent production of As You Like It

But Brian is also very well know for his
mountaineering adventures which have
peen widely featured on teievision. Now in
his early 70's he is stil keen to reach the
top of Everest and he drew paraliels
oetween the chalenge of the mountains
and the achiavements of the Champions.

“it's an honouy to be here amongst such
wonderdul peaple,” he said. “f dom't
appear & these kKinds of events uniess |
believe In them - and | believa in Investors
in Peopla ™

Dare to dare

The theme of his inspirational address
was the impartance of taking risia.

"The greatest danger” he said, “les in
NOT Lndertaking the adveriure.,

Stop just greaming about.achisving
something exceptional! Wake up and do
i, the most important thing in itz is
‘having 2 go'”

Speaking on benalf of Investors in
People UK, Director of Marketing and
Communication, Nicola Clark
commended the Champicons for baing
"true exemplar organisations.” They are
emoodiments of the Standard and what it

enables organisations 1o achieve. As such,

saic! Nicolg, they are ‘amongst investors in
People UK's most treasured assets.”

The Champions programme had proved
1o be ‘fabulously successful’, she
cortinued, It is one of our most proud
achisvements and this year there has
been more applicants than ever, “We
keap things simple but are very rigorous
in how we select,” she emphasised,

Collectively the group of thiry-three
Chempion organisations is very lively and
embaodies the wide spectrum of
organisations now workdng successfully
with nvestors in People. From small,
recent start-ups, to global corporations
the Chiampions extends across both the
public and private sectors. It exemplified,
in real life, how being an Investor in
People has someathing valuable to offer
organisations of every possible type,

The Champion organisations are much
sought after as speakers, mentors and for
hosting open days. Investors in People

- UK deeply appreciates what they have fo

offer and fooks forward to warking with
them in the years ahead.

The 2008 Investors in
Faople Champions ars:

o eFﬂiﬁtﬁﬁ%é"ﬁibé# is.0ne of the leadling
-European companies in the T

outsoureing market. it designs, builds and
operates [T systems and services for a
varisly of custorners and has 18,000 staff
throughout 20 courtries in Eurcpe, it
generates £2 billon in revenues,

Having been involved with Investors in
Peopie since 1992-t is convinced that
Investaors in Peopte has mads a major
contribution to its success. Canseguently
the company has recently put in place a
programme o implerment the Standard
across its Furopean operation. As lan
Wiliams, Head of Organisation and

Fujitsu Services

S

People Development, commeants,
“We-have a proven template that Can be
rolledhacrass the region wiich wisknow
wili sharpen up.our peepie practices?

in becoming a Charmpion 1t is
particularly keen to share the work it
hias done with its Fujitsu Management
Academy and the innovative career
management tools and oniine systems
which it has created. 1t is also looking
forward 1o “Debating, challenging and
tearning from other Champions.”

‘Champions

success in 2006:

& The Arena Accolade was
“ v presented to'Cyrus Todiwala
M*BE, Café Spice Namaste in
recognition of his outstanding
contribution to the hospitality
industry

& Bt Mary's College in:Beiry
wlaimed the top prize at the
European Guality Bwards

& Philip Williamson from
‘Nationwide was awarded
the People’s Champion
Award by the CBI

=~
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Raising the Standard o

GS Contracts Joinery

GS Contracts Joinerywas
astablished in 1987 by its current
Managing Director, Gary Smith, to
undertake projects such as bullding
spaakers and deck conscles for
nightciubs, From those early days it has
expanded and progressed on to interior
design, manufactunng and installation
work for the commercial, leisure and
catering industry. Based in Coichaster,
Fssex it employs 41 people on projects
across the UK and abroad. If first
achieved recognition in 1999,

tnvestors in People recognition has played

a major part in the successfiul
development of the business, “Prior to
gaining the Standard we were running
around like headiess chickens, with no
procedures, policies or training In place,”
says Sue Smith, a Director, “We have
-corme a long way since then, We are now
a far more structured company.
Customers come to us not only for our
products, but because of the high quality
of service they receive from our staff.”

‘the company feels that its main
contribution 1o the Chamypions
programme will be 1o demonstrate how
the Standard brings benefits to smai
busingsses.

a‘z Merseyiravel, the public sector travel
-..organisaz[on achieved Invastors in People
ecognition less than three years ago, but
it has seen encrmous benefits as a rasult.
In particular i has gained an improvemet
in stafl retentfon with turncover now at just
4% {the best for any Passenger Transport
Executive in the country), By taking a
partnership approach ta learning and
development with the trade unions,
Merseytravel has been recognised by the
TUC as a best practice employer, This
nas been reflected ina 10 per cent dron
in the number of discipines/grievances,

MerseyTravel

"Without a doubt, we are all working
more efficiently as a team and there's a
better feal about the place since working
with Investors in People,” says Nell Scales
OBE, Chisf Executive, Director General,
Merseytravel. “ am proud to say that over
the past two years our organisation has
bean truly transformed.”

Merseytravel hopes that s particular
contribution to the Champions
programme wil come through promoting
its innovative approach 1o learning and
development.

ifeilatro; the newspaper pubksher which

has set a trend by distributing the world's
largest free newspaper and the tourth
biggest newspaper in the UK. Metro
achieved recognition as an Investor in

-People.organisation.in April. 2005,

Employing 180 people in its Head Office
i Lorddon and in seven other sites in the
UK it developed a Talent Strategy in order
to bulld a structure that would encourage
axcelience and loyalty among its pedpie.

“We Invest heavily in our talent, because
wie know that excellent people wilt create
excelient products,” says Steve Auckiand,
Managing Director, Metre, who had
already successiully introduced the
Standard at the Lancashire Evening Post.
"1 was confident that investors in People
wollld give us a comprehensive
framework and structure, without
becoming a burden. | also knewv that it
would give us focus, keep us on track
and hefoing us not only 1o attract but also
{o retain the best people.”

Moriey RHigh School

is located on the

‘ iscut'hem outsk;z’ts oi-Beds. With 1,500

students aged 11-18 and 200 staff the
school was facing, at the beginning of the
decade, a number of imporiant issues
around its performance, curriculum and”
recruitment. 1t had a high level of school
exciusions and staff morale was in
deciine.

Staffinggnd recriftment were seenasia

key issue.-For exampie the schobf lacked:

formal recruitment procedures and, as &

rasult; i oftengnissed out on the pick of :
candidates. "t was clear that we needed |
lodransformiour aoprmch, asoiel John
‘TownsioyHead: Teacher: “investors ik

People providedios “ancopporhanity o _
Amplementisame: radical andlong lasting
Chv‘ﬂgas..

Using the Investors in-Reople. Recriitrment
and §election Model, the schoal
overhauied s racruitment and selection
procedures and very guickly mgjof
improvements began to.be seén. The
-curiculgamwas transfore ‘eadingdoa
marked improvementon’ qhé schools
reSitsin: GOSE exams. Behawour and
attendance have also bath improved

idramticatty, s

By becoming a Champion organisation
the school nopas to continue its process
of transfermation. It is particularly Keen to
learp from the experiences of other, norn-
educational organisations.




NCP, the parking, traffic and transport
management senices operator employs
5,800 people in more than 7530 locations
around the UK. Criginally & property led
business, NCP changed. direction in May
2002 when it was acquired from its
originat owners. if was bought

subsequently by the 3i Group in 2005 for

£555 mifiion,

Iri the course of these changes it
underwent a major transformation of its
managemant style largely under the
influence of investiors in People. The
company was recognised in 2005 and
major improvements were achieved in
skifl levels, “mproved:motvatichand ¢
-peopleprigression. “We have gone
from the 19508 to the 21st century in
two years and we owe much of this
achievement to the Standard,” says
Bob Macnaugton, Chief Fxecutive,
“I*has made us:betierieadars and:
managers.and nelped us to build a
rmore motivated: and:stable workfcrce.”

By becoming a Champion organisation

NCF wanits 10 be continually challenged
and tap inte the best practice within the
Champions network.

‘ﬁ’ Northbrook Techrm!ogy ighased in

Northern-Irgland.and-is-&° eholly owned
subsidiary of the Allstate Corporation
{the biggest insurance company in the
US) for which its 1,500 staff provide 1T,
administration and call centre services,

As a start up operation in the mid-1990's
Allstate reguired Northbrook to axpand
from virtually zero to 250 employees in
three years. “Because of these almost
impossibly challenging growth targsts,
we had to come up with an innovative
programme for recruitment and retention
it we were to demonstrale to our parent

Northbrook Technology

company that we could succeed,” says
Rose Kefly, Director of Human Resources.
“Investors in Paople provided a forma,
structured bagis for our business practice.
in doing so it helpad establish our
reputation as an emplover and contributor
1o the econcmy of Northern Ireland.”

raving first achieved Investors In People
recognition in June 2000 it was cnly the
third company in UK to implement the
Worls- life Balance Mode!, It was
assessed against Profie in 2008.

In becoming & Champion Northbrook
Technology wants, “fo learn and to keep
ahead as a good empioyer,”

" Scottish Provident international

Life Assurance Lid (SPILA} an
Oifshore |ife Assurance organisation

- operating from its Head Office in Douglas,

lsle of Man, where it employs 150 peopie.
P

Having been first recognised as an

Investor in People in 1999, the Standard

has been vital to maintaining the
motivation of stalf through a period of
rapid and profound change and a series
of takeovers. "It has beon a unique and
valuable constart,” says Lillian Royle,
Managing Direcior,

As avidence of fts commitment to
investors in People, the company is the
founder and an active member of the
istand's Investors in Peopie Network
Group. It fs unremitting in its promotion of
investors in People and uses the logo on
its wabsite, business cards and
letterheads. It also has a flagpole outside
the buiding where the first and last thing
staff and visitors sse each day is the
Investars in People flag!

ftis looking ferward 1o the chalienge
of being a new Champion and sharing
ihe ideas.

s
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Sweyne Park Schooi

‘k Sweyne.Park Schooi was created
"""through the merger of twer Existing
schools in Rayleigh, Essex. By creating a
new institution of 1300 pupils and 165
staff it aimed to improve resources on
one site for all the pupis in the locality.

Ag is often the case with schoot
amalgamations, however, studants,
parents and staff alike experienced
varying dagreés of anxiety, demotivation
and loss of morale during the period of
fransition,

In addressing these problems the
emphasis was.put on training and,
developrnent fo.create-a. cuiture where
steff Viewed the school as 2 learning
community for all stakenolders,

The school became an nvestor in People

_.In 1999 and the Standard’s framework

was used to as the basis of intraducing
training and development tailored to
matchithi neells-andleaming styles of
indlividual members of staff.

' ‘We ver Trgnsiormed attitudes, standards
. and expectations,” said Saly Pembenon

Deputy Head Teacher. “This:has helped
us fo.create an institution that's
outstandnnoiy successiul, through a
cemmitmelt o peopleiEt evenydevel.”

By becoming a Champion the school
wants 10 extend fts horfzons and get a
broader perspective on organisational
developmeant through peogie.

Look out for
Champions events! Visit

www.investorsinpeopiechampions.co.uk

for details of events, news
and updates.
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Rarising the Standard

What does it mean 1o be an Investor in People?
Just look at these businesses 1o see how it is done,

investors in People is fifteen years old. By any measure its story is a great
success. in an age of short-lived initiatives it has. survived while the number
of recognised organisations has increased year-on-year with ever growing

momentum.

But, satisfying though this may be, it is far from the full story about Investors
in People. In fact, it is just the outline of the story. The truth about Investors in
People is to be found within the organisations who are actually applying the
principles of the Standard, day-in, day-out, in order o achieve their goais.

So 1o get a real insight into the significance of being an investor in People
we put the focus on three organisations, with varied lengths of experience,
who embody the values of the Standard every day they go fc work.
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Komatsu UK
Committed from the

Komatsu UK Lid is a key subsidiary of
Komatsu td in dapan, the world's
second largest manufacturer of
construction equipment. Based in the
North-east of England it employs seven
hundred pecple. it was ong of the first
organisations ever 10 be recognised as an
Investor in Pecople back in 1691,

"Kormatsu UK shares the fundamental
philosophy of Investors in Peogle that our
people are crucial 1o the success of the
business,” says Tracey Wison, Human
Rescurces Manager, “With a Japanese
parent company, respect for the individual
ig a core beliefl of the businass and one
we put info practice n our training and
comimunication; it's a central part of cur
success.”

Such is the level of its commitment that
Komatsu puts itself through assessment
every year and genuinely relishes and
benefits from: the challenge.

“We look at the investors in People
Standard as a genuing investment in cur
peopie and the business, which is why
we choose o be reassessed avery

ear,” explains Tracey Wilson, Human
Resources Manager ai the Tyneside
rmanufactuning faciity. “We use the
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beginning £

assessments not only to benchmark our
performance bul as motivation 1o keep
everything on track. The annual
assessment has become an accepted
part of ensuring that we are heading in ¢
the right direction because-if there's -
something that-pesds to improve, we
wani o knidw about T sooner rather
than later”

Everyone who works oy Komatsu fhas a
reguiar appralsal ic look at thelr prograss .
and identity scope for skills development.
The company aiso devotes time 1o
updating everyong on the progress of the
UK operation so that pecple understand
how the busingss is doing overail. For
exarnple, twenty-five minute presentations
are given each month in order o highlight
the performance of sach area of the
company. And annualy the Managing
Director gives a series of presentations 1o
explain the company's performance over
the previous year and to pinpoint future
targets.

"Achisving the investors in People
Standard is a reflection of our belief in our
people,” says Tracey, "while the high leve
of employee retention demonstirates that
pecple enjoy working here.”

i
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Base Connections
2cognisea for mor

Base Connections is & marketing services
company and takes pride in the fact that
it has been continuousty recognised as an
Investor in Peopie for ten of #s twelve
trading years.

“In order for & Company to sustain itseff in
an ever-increasingly comyetitive market it
s essential that workforce training,
development and motivation are all
subject to cortinuous monfloring,” says
Sue Sowerby, Director of Corporate
Services at Base Connections. “investors
in People encourages this continuous
evaluation and planning.”

Achiaving custormner recommendation is
a high priority for Base, "Our customers
will not recommend us § we do not give,
them what they are looking for and -
more,” says Sue. "Our workforce give fts
best, we believe, because of our systam
cf personal development programs,
incentives, ‘thank you's’ and by
embracing the philcsophy of self
direction, Because we follow the
investars in People Standard the staff
are clear about the Company aims and
what they need to do to ensure we
achteve them.” '

Base employs a wide range of peaple
aged from 18 — 80 () both full time and
part time and including both those who
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\an a decade,

are highly ambitious and those who

are enjoy the comiort of routine,

The company's approach to each
person’s development means/mat
individuals get to where they want while
Base Conneclions benefits by getting the
best from them. "Personal development
programmes mean that every person
who walks through our door can be
assured that we will faciitate their
progress to achieve whatever they are
aming for within the Company.”

Equally powerful, however, is the idea of
self-clirection which is increasingly having
a big impact on performance. "No longer
do the clients feedback solely to an
Account Manager,” explains Sue. "Thay
meet with the whele tearn and give
individual feedback on the work
undertaken. This has proved immensely
moftivational for every member of staff
who can thereby fully appreciate the valus
of the work they are undertaking for a
particular cient” =

In intreducing these techniques Base
Connections has used Investors in People
to develop its entire workiorce. The
results are to be seen, says Sueg, in
“Improved performance on & personal,
team and Company level.” Quite a result,
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Metro

nake Investors in People a-.iiiWinn.Eﬂ

prepuels ey} Buisiey
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News update on the The Standard’

Metro describes itsell as the “frst urban
national newspaper” and is a trai-blazer
as & high quality, news-led free
“neswspaper. It was first recognised as an
Investor in People in 2005 and has aiso
recently become an Investors in People
Champior.

As a bold, entrepreneurial experiment
Metro was driven initially by its processes,
rather than its people. With a young,
mobile staff, recruitment and retention
were bound {o be an ongoing challenge.
However, in its early days, a lack of
‘people focus’ meant that Metro had
anormous difficulies in holding on to s
peoie. Infact, by 2001 employse
atirition was running at 33 per cent and
each sales person who left was costing
Metro an estimated £81,000 in
recrutment and raining costs and lost -
sales. Edlitorial staff were also dissatisfied
with the opportunities for their own
development,

Against this backdrop Steve Auckland
was appointed as managing dirsctor of
Metro, As Chair of London Cares at
Business in the Community which
encourages personal development
through voluntary cormmunity work,
Auckiand was keen to embrace the
orinciples of the Standard, On his
appointment he decided that a change in
direction was needed urgently to address
the ‘ceople’ problems faced by the paper

“| was convinced that our autocratic
management style was at the heart of the
probiern,” says Auckland. * | wanted to
turn this around and 1o instill a new sense

of direction in the paper, so that staff
could clearly ses opportunities for thelr
future develcpment.”

The initial lnvestors in People assessment
ravealed that deveiopment was a key
weakness within the editorial team.
Consequently, Matro's senior editorial
team undertock a seven week "bite size’
training programme, They learned how to
avold micro-management, 1o empower
and also to develop their staff. The
programme enabled them to become
better managers and to faciiitate cuitural
change on the paper, Whilst initially
sceptical, the-editorial management team
became quickly convingad and now fully
supports the Standard. This process
inspired the taunch of Editorial Appraisals
and the refinement of an Editorial
Development Scheme which recognises
sSuCccess and Nurivres talent.

Other development inttiatives include
‘Quarterly Talent Brainstorms' and
Quiarterly Managing Director Talent
lunches, both of which seek ideas for
improvement. The vast majority of ideas,
“over B0 ner cent, have been implemented
.asa‘result of these sessions.

Clearly investors in Peopia is now making
news at Metro by helping shape change
and nuriure success at one of our lading
popular napers.

So three stories, three sets of experience
— but one conclugion. Investors in People
makeas organisations into the succasses
they wanit 1o be.
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Emplover's Guide to %"ménéé‘sg Providers
Introduction

Welcome to the Emplover's Guide to Training Providers. Almed at employers, the Guide helps vou
choose the most sultable training provider for your business and workforce needs. It provides you
with guestions fo ask and things to consider when looking for training provision.

Theare s a sgarch faclity to help vou find providers who offer courses on a subject of vour choice,

Ir addition, in the South West, we are running a piiot to try out an employer feedback facility. This will
help employers differentiate between training on the principie that if one employer has found a
particular course useful, others are also likely to. Click here (or on the "Feedback about training” link

on the left) to find out more and to enter your feedback about training you have purchassd or
arranged for your employees (or for yourself),

What is Goopd Training?
Training is good if it gives you what you need, but this can mean different things to different
employers. You are the best person to decide whether & training provider is right for your business,

For example, a good training provider may be one whao:

has premises that fearners can get to easily

achieves high pass rates

has trainers with recent experience of a particular industry

is good at getling yvounger or older learners interested and motivared, so that they compiete
their courses

can provide training at the workplace rather than the trainer's premises

s 8 0 @
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Some of these tests for checking the guality of trainers are coverad by the inspeciions carried out by
the ALl and Ofsted. You may find It helpful to check out the inspection results for a provider you have
chosan.

In this Guide we have set out the sort of questions you can ask a provider {and some to ask yourself},
This will help vou find out which training provider best suits your requirements.
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Funding

For scme types of tréining where the Government has identified a priority sector or skills gap, public
funding may be available,

Contact vour local Business Link for infermation in your area on:

Key Skills (Skills for Life) training

Level 2 / 3 entitiement

Apprenticeships

Employer Training Piiots

Leadership & management programmes
Investors in People programme :

2 & ¢ @ ¢ @

Business link contacts details:

Business Link Gloucestershire
Chargrove House

Main Road

Shurdington

Cheltenham

Gioucestershire

(01242 863863
info@glos.businessiink.co.uk

Home | About us | News | What we do | Pubiications | Vacancies | ESF | Naticnal |

Contact usE[ Ato Z | Jargon buster | Information Request | Sitemap | Privacy and copyright
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Ugseful Links

Many organisations can offer information and or advice about training needs.

1. British Chamber of Commerce {(BCC)
The British Chambers of Commerce represents the interests of over 135,000 businesses from
across the UK. Local and natlonal chambers provide business oriented training and information.
2. Investors in People UK
Investors in People (IiP) is an accreditation scheme for well managed organisations. It is aimed
at boosting productivity, profitabiity, customer service, and staff motivation by creating a
climate of 'continuous improvement'.
Learndirect-Business
Learndirect business offers online learning solutions for organisations of all types and sizes.
Because the courses are defivered on-line, vou/your employee can work through them at a time
and pace to suit you
4, Sector Skills Councils (55Cs)
Sector Skills Counciis (S5Cs) aim to tackle the skills and productivity needs of different industry
and business sectors which are econemically or strategically significance.
5. Trade associations and representative bodies
Trade assoclations are formed from a membership of companies operating in a particular area
of industry and exist for their benefit.
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Employer
Train to Gain service

Train to Gain

A new service designed to help businesses get the training they nead te succeed,

Train to Gain is being rolled-out nationally by the Learning and Skills Council across England and has
been developed from the highly successful Emplover Training -Pilots,

It can help businesses improve their productivity and competitiveness by ensuring that staff have the
right skilis to do the best job. Find out more,

Return to fist ¥
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agree a training package.

Top

Step 4 ?ﬂ%%m & fﬁ%%%ﬁ%@@ ?%&ﬂ%’%@ﬁ%’%@
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MEWQUAY ZOO

BUSIMERS SECTOR:
LEISURE
EMPLOVYEES:

- A4G-248
REGION:
SQUTH WEST

Trginto:
Goin -

Company profile: Newquay Zoo is one of the country's
top zoos, specialising in breeding endangered species
and running ground-breaking conservation programmes.
The zoo is part of the Whitiey Wildlife Conservation
Trust family, comprising Paignton Zoa, Living Coasts,

. Stapton Ley and twe urban nature reserves, ' “‘“hﬁf:???a_?h’?f‘!’.@ ispproving 2
tremendous success, The stdff
The @haﬁé&nge thind s grest and the

itsoithe businessiare .

Although Newquay Zoo had always been focused on its people
it was when they were bought by Paignton Zoo, in August
2003, that they really started looking at training. Paignton had
Investors in People status, so they were keen for Newguay to
be equally focused on employes development, That meant
making sure they were really using training to their advantage.

7

Diane tade
Head of Administration and HR

The Solution |
Luciily for Newguay, they goet to hear about the Emiployer Training Pilot - the scheme which has now
developed into the new national Train to Gain service.

This gave them the opportunity to train and deveiop their-staff,-on-site, -for free, They-also got to
work with their training provider to deveiop a learning package that was compietely tallored to their
needs. As welt as having all their training costs covared, they received wage compensation te cover
the time their employees spent fearning.

Seventeen of their employees have now had training through the schame - ten in management and
seven in NVQ Level 2 programmaes directly related to their jobs.

The Results
The zoc is convinced of the benefits of taking part in the programme;
e Empliovees are more focused on their roles.

¥ They have learnt new skilis and are therefore more motivated and committed to their
tobs.

» Productivity has gone up.
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APEX RADIC SYSTEMS

BUSINESS SECTOR:
COMMUNICATION
EMPLOYEES:

5-48

REGIOQN:

MORTH EAST

Lompany profile: Apex Radio Systems, based in
Mewcastie, specialises in the hire and sale of twoe-way
communications equipment te the retail, leisure and
construction industries.

The Chalienge

As a fairly smail company, with just ten employees, Apex knew
how crucial it was o train their staff and enhance their
professionai skitis. “Having a small workforce, it is essential
that our staff improve and build upon the skills they have, so
we can continue to improve our services and customer care,”
explains Custemer Service Manager Ian Curry,

The Solution
In 2004, the company signed up to the Employer Training Pilet

“Through programmes like
thig, gtaff can reach their
potentizl and organisations
can expand 1o offer = wider
range of services to thelr
cugtomers,”

Ian Curry
Customer Service Manager

- the scheme which has now developed into the new national Train to Gain service. Through the
scheme, they were able to get straightforward advice on what training they needed, as well as
training subsidies and wage compensation to cover the cost of the time spent studying.

Three of their emplovees have now successfully completed an NVG Level 21in Information
Technology. The course, delivered by Newcastie College;covered a broad base of skills including e
email distribution and database creation, ahd took place on site 50 the employess did not even nead

to ieave the workplace.

Thve Results

Thaniks to the scheme, Apex has been abie to:

¢ Train their employees in areas specific to their company that will help to shape their

future success,

v Help their employees develop new skills and reach their full potential.

» Improve the services the company offers and enhance their customer care,



Train to Gain - SUCCess Stories - Transport - Owens Global Logistics

OWENS GLOBAL LOGISTICS

BUSINESS SECTOR:
TRANSPORT
EMPLOYEES:

549

REGION:

SOUTH EAST

Campany profiie: owens Global {ogistics 15 80
ipternational freight consolidation compaty, based in
west Horndon in Essex, 1T wWas zet up 15 years ago by
shelden Cop!and-—Mander, its Managing tiirector.

The Challenge

Handling cargo for South Africa, the Far East, New < aaland and
australia is all ina day's work at Owens - and as such, it's @
highly pressurised husiness. Sheldon needed to make sure his
reaimn wWere absolutely confident in what they were doing, and
performing to the very best of their ability. sour key problem is
pmﬁtabiiity in avery competitive market,” he exptains, 10 be
competitive you must have the best peopie around you.”

The Solution

page 1of 2

“mped training makes for
good gaopie and good
profits.”

Sheldon Cop‘aﬂd-Mander
managing Pirector

To get' the best people, Sheldon knew he-needéd to invast in training, <o he signed up 0 the
Employer Training Piiot ~ the scheme which has now develgped into the national Train to Gain

service. This gave him access to @ free skills assassment and ad
appropriate to his companyfs_”neerds. Tt wasn't a huge investmen

yice on which training was most
¢ aither, as the gervice aiso inciuged

fraining subsidies and wage compensation to cover loss of earnings while his smployees wWere actually

doing the training.

Eive of Sheidon's ten staff are NOW trained to NVQ Level 2 with a special emp'ﬂas‘is an customer tare.
“J'rn now jooking t© do the same with my other five employees - and maybe for myself roo,” he adds.

e Resulls

Sheldon is convinced of the henefits of having a well-trained team, and says the prograrmme nas:

» Had an impact on proguctivity-

» Heiped boost the company s annual turnoves

v Heiped his employees acpuire new quai%f%catinns which wilt stay with them for iife.

*U'm 'doing comething for My team to show them how much 1 appreciate them.”
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TOYODA GOSEL FLUID SYSTEMS

BUSINESS SECTOR:
AUTOMOTIVE
EMPLOYEEST
50-249

REGION:

EAST MIDLANDS

LoTpany arofiie: Toyoda Goeset Fiuid Sysiems LK Led,
yased in Leicester, is a leading manufacturer of
automotive fluid handling systems.

The Chalienge

Tayoda Gosel went through a lot of change to hecome more
competitive, but because it had rended to promote from within,
capable operationak staff sometimes became managers without
developing the right peopie-maﬂagement skills.

The Solution

Toyoda Gosel took the opporiunity provided by rhe Employer
Training Pilot — the scheme which has now developed into the
new nationat Train to Gain service — © work with South

L gicestershire College's Skillspoint, @ specialist workforce
development team. Skilispoint tallored its service to what
Toyoda neaded, which was a real analysis of where training
couid help the company develop its business.

Siitispoint’s agsessment ;dentified the weakness in managemen

detailed training needs assessment report, which recbmmendEﬁ‘”the-trami-mg Toyoda would need o

Page 1 of 2

wrhe fact WE receive funding
in compensation for time
guent by employees doing
_’irain'mg, coupted with
individuals penefiting from
petter skills within the

workplace, minkes iU a win-wis
seenario for empioyer and
amployes atike.”

pave Nibloe
Human Resources manager

+ sigilis. The team then produced a

improve manageria! skills, as well as indentifying the right providers. Their report also showed what

funding might he available 0 help with rraining Costs.

Tlee Regults

*The difference in the business i marked,” helieves Dave nibloe,

Toyoda.

o Finding training provigers who matched exactly what ToY0

the Human pesources pManager at

da needed made sure the

pusiness got value for money from its invesiment in training.

. Staff morale improved ~ and that means better business results: wparticipating staff
have shown increased enthusiasm which is channelled into their werk.”

¢ Management skills have directly wenefited, with snvestment in developing team leaders.
“Eight of our toam leaders have now srudied for the Institute of t emdership and
Management (IL#) {ntroduction 10 Team Leadership quaiiﬁcat%onf’
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Smplﬁ*‘}f Train to Gain

College

More in this Train to Gain (TtG) is a government subsidised training schemne that was deve

section; from the highly successful Employer Training Pilots where thousands-of busiz
and employees benefited. If your employees meet the criteria set you wﬂl be ¢

> Case Study - to recetve this training free of charge. : '

Bradford Social
Services Train to Gain focuses on practical training to help your employees gain a full-

two qualification and add real value to your business.

You can choose from ‘Skills for Life’ (English, Maths or English for Speakers
other Languages (ESOL), a National Vocational Qualification (NVQ) Level 2
National Vocational Qualification for IT Users (ITQ) Level 2.

Skills for Life programmes offer support for your employees to update their si
and develop their abilities and include areas such as cash handling, writing let
telephone skills.

The National Vocational Qualifications (NVQ’s) we offer are
Administration

Business Administration

Care

Children’s Care, Learning and Development

Customer Service

Horticulture

ITO (IT Users)

Support Services

And many more

There is no reguirement for your employees to attend the College as the NVQ
assessor will visit your workplace. The assessor observes your employees car
ouf their normal daily tasks within the workplace to build a portfolio of evider
NVQs are for life and will show your employees have achieved a nationally
recognised standard in their profession.

To be eligible
You need to be over 25

Not have an existing level 2 qualification (5 GCSEs at grade C or above)
Have been an EU resident for 3 vears or over
Have a permanent NI number and & contract of employment

I you meet all four requirements, please contact our Workforce Development
on 01274 327327 or enguires(@shipley.ac.uk

Shipley College works as part of the West Yorkshire Consortium of Colleges.
more information please click here.

VUE would like further information about Train to Cain please visil the web:

O 00N 00T
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Adult Learner
Mational Skilis Strategy

In July 2003 the Government (aunched its new Nationai Skills Strategy. Its goal is to maximise the
contribution of skills to ralsing productivity, economic competitivenass and sustainable employment in
the UK. The Learning And Skills Council {LSZ) wants to support business in developing the skilled

workforce it needs to achieve key business ohijectives: improving productivity; retaining staff; reducing
costs and increasing profits.

The L5C has teamed up with the British Chambers of Commerce (BCC) in the Great Skills Debate now
gathering momentum up and down the country. From Devon to Durham iocal LSCs and Chambers are
gathering the views of employers and business people on the current crisis in skills in England, and
how to address it.

You can have your say in person or electronically — contact yvou local LSC to find out when they're
holding events. In some regions there are online questionnaires and telephone hotline services to
capture your opinions.

You cah get a copy of the Skills for the 21st Century whitepaper at www.dfes.gov.uk/skillsstrategy

Return Lo list #
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Information Advice and Guidance

IAG — what it is and why it's important

IAG stands for Information, Advice and Guidance - in itself a shorthand term for a range of vital
services that heip people to make important decisions about their future ~ decisions which will
ultimately support greater economic and social mobiiity.

The number of aduits who are involved in learning is set to increase dramatically over the next few

years and people need access to reliable information, advice and guidance to help them reach all-
important decisions about how to:

develop the best possible range of skills

find the right training for the right iob

make the most of workplace opportunities

assess future career options

get other vital information about issues that affect warking life - such as childcare.

e # 2 ¢ 9

IAG - part of the wider skilis package

The Government's Skills White Paper 2005, set-out a long-term objective for IAG - to make it a

universally available, high-quality and well-used service offering information, advice and guidance to
adults about:

Jobs
Qualifications
Training
TReldted -gervices < such as ¢childcare,

%2 0 @

How people receive 1AG services will depend on their age, qualifications and circumstances. For
example, people might get TAG in their workplace or from tutors in educational institutions and IAG is
aise offered through a wide range of other sources and media inctuding over the phone, through face-
to-face discussions or via the web.

The big piciure on IAG

Click here if you'd like to ses the BIG PICTURE for IAG.

R R R

Home | IAG and the LSC | Other IAG service providers E Work based IAG 1 IAG - an integrated

service | IAG and offenders E The matrix quality standard i 10 key principles for delivering IAG l The
IAG review

Ato Z |

hitp:/fiag.lsc.gov.uk, | 09/03/2007
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> Politician Backs Emploves Tramning Scheme For

Mawe upnsates

Politician Backs Employves Training Saheme For Yorkshire &m% The Humber

COne of the country's top politicians has paid a special visit
to a Yorkshire leisure centre, in support of the Learming
ant Skills Council’s new employes tratning service, Train
to Gain.

John Healey MP Financial Secretary for the Treasury and
MP for Wentwortn, i5 bar:kmg the Government-fundad
initiative, which atms to improve the skills of the workforce
and nelp jocs! businesses

to keep thelr competitive edge.

The free skilts brokerage service, which is managed by the

L5C, offers businesses access to independent, impartiaf '

and practical advice, which will help to match training ngeds with local training providers and ensure
that bespoke, flaxible and responsive training programmes are delivered to meet individual employers’
needs,

Mr Haaley paid a special visit to Herringthorpe Leisure Centre in Rotherham, where stadium attendant

Cart Harrison-has become one of the first in the region to benefit fram the Train to Gam service,

The Train to Gain brokers are all experts in ther partcular feld and, alongside sport and felsure, are

able to cover 3 wide range of sectors, from agriculture and construction to sociel care snd retail.

Some of the assistance offered by the Train to Gain service s effgible for full or partial subsidy, making

it kheal for a variety of companias, mciuding smallar busin

Margaret Coleman, Reglonal Director for the LSC in Yorkshire and the Humber, said: “Train to Gain

gives empioyears a single point of contact through which Lo assess the needs of their business and gain

avcass e relavant ramyg, with ing

Land trusted training providers, Ultimately,
puts employers in the driving seat, offering them free skilis adiice in a Hme and place to suit thel

o remain T for busn

reeds and heiping them to ensure

John Heatey said: ™in this davy and sge, successful busin a2 workforce, and,
gy, an 'nriwzdua s own fob security and caresr prospect i Ehem having the skitls

niptovers need. Throuah

) \3!u.

DY

companies to raise the skilis of Give
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companies, and workers, a vital skiits and productivity boost.”

Peter Atkinson, Herringthorpe Leisure Centre Manager, for Retherham Borough Council, added: "Train
to Gain is an invaluable service that anyone can take on board. it offers employees a recognised
gqualification that they can put into practice in their current rele and fake with them as their career
progresses,”

For more infermation about Train to Gain in Yorkshire and the Humber, call G845 B33 7000 or visit
W, Iraintogain. gov. Lk

Return o hst ®
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Name: Mcﬂanaids

Size: 1000 +

Sector: Food Retail
Location: National

Theme: Skills Development

The Urganisation
McDenald's is one the world's leading food retailer, with over 32,000 restaurants across the
giobe. In the UK, McDonald's has been established for over 30 vears.

The Chalblange

McDonald's has held the Investors in People Standard since 1998, When their fourth review
became due in August 2005, they tock the decision to take assessment against the Investors in
Paople Profile tool, which had been launched in May 2005.

McDenaid's wanted to estabiish their position against the Investors in People Standard and use
the Profile tool to expiore thelr people practices in detail. In particular, they wanted to generate
- detailed feedback that would help them shape their peopie strategy, identifying areas of good
practice and opportunities for further development.

With over 30 successful years in the UK and three highiy successful Investors in People
assessments in the last 7 years, McDonaid’s felt they were very well placed to tackle Profile
asgessment, They decided to embark upon the assessment process without any preparatory
work or internal assessment.

[T o S
e Hiralegy

Profile

The Profite too! is designed to provide stretch and iecogn:t;or to organisations by building on the
Investors in People Standard.

The ievels of Profile are:

Level 1 - The Investors in People Standard
Level 2 - exceeding the Standard

Level 3 - significantly exceeding the Standard
Level 4 - best practicefworld class

The Assessment

750 McDonald's employees were randomliy selected to complete en-line guestionnaires, and 250
people participated in either individual or group interviews with 1iPCS Assessors. The employees
represented a cross section of McDonaid’s consisting of crew, restaurant management, office
staff and members of the executive team,

The Reonull

McDonald's met all 10 indicators of the Standard. They exceeded the Standard in 7 of those
indicators, and they significantly exceeded it in a further 3.For indicator 3,People Managament,
they were awarded World Class status.

McDonald's wili leverage these excelient resutts to continue to enhance their strong brand as an
employer of choice,
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LSC News

Forkatuire ang the Humber

iszuet

Welcome 0
LSC News,
the first issue
of our e-
newsiefter
which aims
to keep you
up-to-date
with news
and views
from the
LSCin
Yorkshire
and the
Humber.

You will
read in one
of the stories
that the skills
gap 18 falling
in Yorkshire
and the
Humber but there is still a big challenge {or us to make our region betler skilled and more
competitive. We have a single goal: to improve the skills of young people and adults to worid-
class standards. Our vision is that by 2010, they have the knowledge and skills matching the best
in the world and are part of a truly competitive workforce.

Margaret Coleman - Regional Director

Are we winning in Yorkshire and the Humber?

e 75% of young people are now jn education and training the highest fligure ever.

e Over 120,000 adults have improved thelr basic skills fevels in reading, writing and maths m
the past Tour years.

¢ There are over 67,000} apprentices - a record number.

e The LSC has invested £197 million in redeveloping colleges.

¢ Plus, we've worked with over 3,000 employers, helping them tramn their staff.

But we know there is much, much more to do, We're focusing on achieving better quality and

more consistent defivery by creating local Partnership Teams, which will work alongside local
Economic Development Teams who will focus on skills for emplovers and regeneration. Our

regional centre in Bradford will deliver operational services such as finance and build stronger
regional links with pariners.

Re-focused energies, efforis and resources

We need to get under the skin of Jocal needs and ensure that funding and delivery of iocal learning

and traintng 1s reiovant and delivered guickly. Our transformation will sec the vast magority ol our
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workiorce focused outwards on front fine delivery through sirategic relationships at the local and
regional level.

With the creation of our regional centre in Bradford and 15 local Partnership Teams we will be
working in a more streamlined way across Yorkshire and the Humber.

To have a real impact at grassroots level, our Partnership Teams will focus on their local areas.
They will really know their patch inside out. This will enable them to lead and support the delivery
of the 14-19 agenda, personal and community development, and ensure that national and regional

skills priorities are delivered in @ way that best meets loca) needs.

We're determined to make the LSC a more dynamic, more locally driven organisation so that it can
better provide the leadership the post 16 education secior needs. As you read LSC News over the
coming months, we hope you will begin (o see the tmpact that the LSC is having in our region. We
would welcome your feedback on the stories vou would like see here.

Yours sincerely,

B

)zﬁ (i
CBLE QA LY
.. ot 4 4

i

H

Margaret Coleman
Regjonal Director

hack (o newsletier

If you have a story for LSC-News please emuail us at: :
A L ; - . e fse ok
Iscicedback@harrisoncowley.cont,

Subscribe to this email
Linsubscribe to this email

© LSC July 2006




Small businesses back Train to Gain

Small businesses back Train to Gain

Employers around the country, even those who would net normally think about training, are
getting behind Train to Gain, Nearly 22,000 have signed up for the free Skills Brokerage
service since August 2006, which offers tallored, impartial, independent aavice on training,
sourcing training providers and funding to suit ndpadual business needs,

Skills Minisker Phil Hope said:

"Train to Gain (s an ambitious new approach to workpiace skills. It s a key part of this
Government's drive to push skills high up the agenda and maintain our competitiveness.
Brokers are fargeting the hardest to reach emplovers who have not traditionally trained their
staff, We are reaching out to SMEs in particular who can make use of free provision to give
peopie the crucial platform of skilis for employability”.

Train to Gain is based on listening to employers. Jaine Clarke, Director of Skills for Emplovers
at the Learning and Skills Councll (L5C) said:

"Current figures show 80 per cent {16,930) of emplovers using the service are new Lo

training, mainly from small businesses. Today, Train to Gain has over 75,000 fearners, the
majority from small businesses in sectors where low skills traditionally predominate, such as
nrocess, plant and machme eperatives, The service is really nelping to boost the nation’s
productivity by honing the skills of the existing workforce - 70 per cent of employess learming
through Train to Gain are aged 25- 457

More Young People Meet Learning Yargat

More young peaple across England gained level 7 gualifications i 2006 (five GCSEs grades
A*-C or the vocational equivatent), according to new figures published today, The increase
meaans (hat the eguivalent of over 40,000 mare 19 year olds have achieved better prospects
for good careers, compared o those who turned 19 in 2604,

By achieving the key level 7 qualifications, voung people can look forward ta' A higher
starting salary ~ of £1,700 more & vear, compared to those without five good GUSEs or the
vocational equivalent and an 88 per cent higher chance of skilled employment. In 2004, 66.5

per cent of 19 yvear olds had reached tevel 2, but figures shiow that 71.4 per cent achieved

this tevel lagt year — surpassing the targer the DIES set the LSC of 69,0 pey cent.

Melanle Hunt, National Directar of Leprning at the LSC, saw:

“Meeling this target s a ma achievement for voung people and evervones voived in the
fearning sector, .t should be welcomed by ai those who care about young people’s futures.
“These figures also suggest that the traditonal fnancial barrier to participation after 18,

exparienced by young people in the past, s now being tackied, thanks in part 1o schemes

sych 26 Bducation Maintenanos Allowar Thie regyis

mean that the Department for

Fducation and Skilis and LSC have melb thar oo ase e number of 19 vear olds

achieving level 2 by 2008,

£

An increasing proportion of 19 yvear olds have alse gualified to Level 2 - eguivalent to 2

lavels — & pe

since 201

antage Nnoranse ¢ 4, also it iine with Governmaent targ
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News updates
The Tools for Succaess

More than 15,600 employers are now using Train to Gain, the
Leamning and Skills Council's (LSC's) new service, offering expert
advice and sourcing training for businesses. With demand for the
service soaring, there has beesn an eight-fold increase in the
number of amployers starting training since the service was rolied-
out across England in August,

The Leitch Report on the UK's long term skilis needs published in
December, acknowiedged the contribution Train to Gain makes in |
equipping workers with the skills they require tc make them
competitive on a global scale.

Skills shortages in the UK continue to have a \IIHHHQ effect on

the economy. More than a third of adults in the WK do not have a basic school gualification, five million
adults do not have anv gualifications at all and according to the LSC, illiteracy and innumeracy alone is
cesting the nation £10bn in lost ravenue,

lobeentre  Plug Director for Yorkshire and the Humber Gili Farnsworth proudly deciared her
organisation’s support for the Train to Gain service at 3 ioint signing ceremo v with the LSO at Leods
Eastgalz Jobcentre Plus. GHl was joined by Marca

Coleman, Regional Director for the L5C i
Yorkshire and the Humber as the organisations committed to help each other delbvar guality services to
SMPBIOYers, empioveas and jobsaakers,

Gill Farnsworth saver "1 belisve Train to Gain can pay real dividends in the Yorkshire and Humber
region. Johcentre Plus are deiight WO N partnership with our agues i the Lo imiproy
the skilis of employecs. Investment in skills and training made by @am)inwm will result in & motivated
warkforce committed to thelr employment,

Wat is Train to Gain?

“IE vour busines
amployess.” Th
right skifis advic
peopte o do this
advice to busines

s to be successful vou need Yo compe
remor;a' clire Marg
3 Lo choosing the he
el Skills Broks

te, and n, \(a:‘rmr‘ﬁ‘f‘ you nead to train yvour
Eolotems o )slc,,”{‘ - gettin

raining. Train o i
O £ nmmr” el indd
2 with ;mms'sg provigders and ensurs

nelps

5, maton any
Dusiness needs.

@ining is

stere thal both the raining and the skills advice
is me and place to suit busines This mar

andg wWill ensure that the delivery ¢ g g

P 4
are imip %mai, f’i@xmi-n FESTIOTE 7
cuitural shift i how skills training will be dely

Tare e to the noeds of aveary hush

b
th

el b R AT




Learning and Skills Council - Yorkshire and the Humber - News - News updates - Th... Page 2 0f 2

Margaret Coleman continued: "Tratn to Gain can play an instrumental rele tackling the skills crisis
head-on. By providing emplovers with expert adeice on how and where to train staff to incraase
productivity, we are doing just what emplioyvers told us they need to succeed. Train to Gain is now
heiping over 56,000 emplovees get gualifications,

“Train to Gain iz all about listening to emplovers, It is really delivering, with 89% of the employers
using it telling us they are satisfied with the service. WeTe confident we've buill 2 robust service that is
here Lo stay.”

The service aims to work with 33,000 employers in 2006707 and 53,000 emplovers in 2007/08 and
successive years to Z0L0. Of these, more than half will be new or hard o reach employers,

Peturn 1o list &
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Originafly issued August 2004, latest ravision February 2007
This factsheet gives introductory guidance, It;

e considers the performance management process and how it
works S L

» outlines the tools used in performance managemeant

« includes the CIPDwvigwpoint, :

Fully realised; performance management is.a holistic process, bringing together many of the
elements which go to make up the successtul practice of peopie management, including in
particular learning and development. But for this very reason, it is complex and capable of
being misunderstocd. This factsheet cannot go into all the details, but it gives an overview so
that readers will have a better understanding of the fundamentals when they undertake the
necessary further reading.

What is performance managemerd?

In their definitive text’ upon which this factsheet is based, Armstrong and Baron define
performance management as ‘a process which contributes to the sffective management of
individuals and teams in order to achieve high leveis of organisational performance. As such,
it establishes shared understanding about what is to be achieved and an approach to leading
and deveioping people which will ensure that it is achieved'. They go on to stress that it is 'a
strategy which relates to every activity of the organisation set in the context of its human
resource policies, culture, style and communications systems. -The nature of the strateqy
depends on the organisational context and can vary from organisation to organisation.'

in other words performance management sheouid be:

e Strategic - it is about broader issues and longer-term goals

¢ Integrated - it should link various aspects of the business, people management, and
individuals and teams.

it should incorporate:

«  Performance improvement - throughout the organisation, for individual, team and
organisationa! effectiveness

« Development - unless there is continuous development of individuals and teams,
performance will not improve

¢ Managing behaviour - ensuring that individuals are encouraged 1o behave in a way
that allows and fosters better working relationships.

Armstrong and Baron stress that at its best performance management is 2 tool 10 ensure that
managers manage sffectively; that they ensure the people or teams they manage:

* know and understand what is expectad of them

e have the skills and ability to dsliver on these expectations

* are supported Dy the crganisation to develop the capacity to meet these
expectations are given feedback on their performance

e have the opportunity to discuss and contribute to individual and tsam aims and
obiectives,

it is also about ensuring that managers themselves are aware of the impact of their own
behaviour on the people they manage and are encouragsd to identify and exhibit positive
behaviours,
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S0 performance management is about establishing a sulture in which individuals and groups
take responsibifity for the continuous improvement of business processes and of their own
skilis, behaviour and contributions. it is about sharing expectations. Managers can clarify
what they expect individual and teams 10 do; likewise individuals and teams can
communicate their expectations of how they should be managed and what they need to do -
their jobs. It follows that performance management is about interrelationships and about
improving the quality of relationships - between managers and individuals, between
managers and teams, between members of teams and s¢ on, and is therefore a joint
process. it is also about planning - defining expeciations expressed as objectives and in
business plans - and about measurement; the old dictum is 'l you can't measure it, you can't
manage it'. it should apply to all employees, not iust managers, and to teams as much as
individuals, it is a continuous process, not a one-off event. Last but not least, it is holistic
and should pervade every aspect of running an organisation,

How does performance management work?

Because performance managasment is (or should be) sc ali-pervasive, it needs structures to
support it. These shouid provide & framework to help people operate, and to help them to
help others to operate. But it shouid not be a rigid system; there needs to be a reasonable
degree of flexibility to allow psople freedom to operate.

Performance management is a process, not an event. It operates as a continuous cycle,
Corporate strategic goals provide the starting point for business and departmentat goals,
followed by agreement on performance and development, teading to the drawing up of plans
between individuais and managers, with continuous monitoring and feedback supported by
formal reviews. -

Tools of performance management

It is impossible to go into detalls of each of the tools used by performance management, so
the following paragraphs simply provide an outline,

Ferformance and development reviews

Many organisations without performance management systems operate 'appraisals’ in which
an individual's manager reguiarly {usually annually) recards performance, potentiat and
cevelopment needs in a fop-down process - see our factsheet on Performance appraisal for
mare information on this topic.

It can be argued that the perceived defects of appraisal systems (that line managers
regarded them as irrelevant, involving form-fiing to keep the personnel departmeant happy, ..
and not as a normal procass of management) led to the development of more rounded
concepts of periormance management. Nevertheless, organisations with performance
management systems need o provide those involved with the opportunity to reflect on past
performance as a basis for making deveicpment and imgrovement pians, and the
performance and development review meeting {note the terminoiogy; i is nof appraisal)
provides this chance. The meeting must be constructive, and various iechniguss can be used
1o conduct the sort of open, free-flowing and honest mesting needed, with the reviewse doing
mast of the talking.

Learning and development

Employee development is the main route followed by most organisations to improved
organisafional performance, which in turn requires an understanding of the processes and
technigues of organisational, team and individual iearning. Performance reviews can be
regarded as learning events, in which individuals can be encouraged to think about how arnd
in which ways they want {¢c deveiop. This can iead to the drawing up of a persenal
development plan (PDP) setling out the actions they propose to take (with the help of others,
not teast their managers) 10 develop themseives. To keep development separate from
performance and salary discussions, development reviews may be held at other times, for
example, on the anniversary of joining an organisation.

Increasing emphasis on talent managemeant also means that many organisations are re-
defining performance management o align ¥ to the need 1o identify, nuriure and retain talent.



Secondary Research — www.cipd.co.uk

Development programmes are reflecting the needs of succession plans and seeking to foster
lsadership skills. However, too much of an emphasis on talent management may be
damaging to overall development needs and every effort needs to be made to ensure that
development is inclusive, accessible and focused on developing organisaticnal capabiiity.

Coaching

Coaching is an important tool in izarning and development, Coaching is developing a
person's skilis and knowledge so that their job performance improves, leading to the
achievement of organisational chiectives. Coaching is increasingly recognised as &
significant responsibility of line managers, and can play an impertant part in a PDP. They will
take place during the review meetings, but also and more impertantly should be carried out
throughout the year. For some médnagers coaching comes naturally, but for many they may
not and training may be needed to improve their skills. See our factshest on Coaching for
more information,

Obijectives and performance standards

Objectives (some organisations prefer to use ‘goals’) describe something to be accomplished
by individuals, departments and organisations over a period of time. They can be expressed
as targets.to be met (such as salies) and tasks to be completed by specified dates, They can
be work-related, referring to the results to be atfained, or personal, taking the form of
developmental cbjectives for individuals. Objectives need to be defined and agreed. They wil
relate to the overall purpose of the job and define performance areas - all the aspects of the
jub that contribute to achieving its overalt purpose. Targets then need to be s&t for each
performance area, for example, increase ‘sales by x per cent, reduce wastage by y per cent

Alongside objectives are performance standards. They are used when it is not possible to sat
fime-based targets, or when there is a continuing objective which does not change
significanily from one review period to the next and is a standing feature of the job. These
should be spelled out in guantitative terms if possibie, for example, speed of response to
reqguests or meeting defined standards of accuracy.

Competances and competencies

Some organisations, but by no means all, use competences and competencies as
compenents of performance management. Competences describe what people need to be
able to do tc perform a job well (the descriptions in National Vocationa! Qualifications are
examples of competences). Competencies (more heipfully, 'behavioural competencies') are
defined as the dimensions of behaviour that lie behind competent performance. Though the
language used does not help in making the distinction, to perform well it is necessary both to
be able 1o do a job at & technically competent level and to have behaviours that reinforce
those technical skills; an obvicus exampie of behaviour is the surgeon who needs a good
bedside manner and to be able to communicate with colleagues, in addition to surgical skills.
There are various fechniques for measuring competence (some organisations prefer 1o use
‘capability’) and once an anaiysis has been made, it provides a tool for measuring
performance and, of course, for providing development activities 1o help people mest the
required standards. For more information, see our factsheet on Competency and competency
frammeworks.

Measurement

To improve performance, you need to know what current performance is. Measurament
provides the basis for providing and generating fesdback, and thus can build the platform for
further success or identify where things are going less weli so that corrective action can be
taken. But what gefs measured? Measure the wrong things, perhaps simply because they are
easy 10 measure, and an entire performance managamen! system can fali inic disrepute. Use
too many measures and you can't see the woad for the trees, For measuring performance,
the achievement of objectives, levels of competency, standards of performance, and work
outputs are used but the emphasis varies according to categories of stafl - for exarmple, a
senior manager would be malnly measured by meeting objectives, but a production worker
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mainly by achieving outpuis. increasingly organisations are using more sophisticated
measuring techniques such as balanced scorecards or RO! (return on investment).

Individual and feam performance needs 1o be capable of being linked in an understandable
manner 1o crganisational performance, and there are varicus approaches 1o this. They
inciude the ‘haianced scorecard, a set of measures that looks at the business from customer,
internal, learning and financial perspectives,; the European Foundation for Quality
Managemeni, which indicates that customer satisfaction, emplovee satisfaction, and impact
on society are achigved through leadership; and other economic measures, including
traditional financial measures. Measures used will depend on the organisation; for example,
public service organisations are likely to use different measures from private companies.

Pay

Performance management is often linked with performance-relaied pay (FRP), although by
ne means alt organisations claiming fo use performance management have PRP.
Nevertheless, PRP is an imporiant element in many performance management schemes
because it is believed to motivate: 1 is said to deliver the message that performance and
competence are imporiant, and i is thought 1o be fair fo reward people according 1o thelr
performance, contribution or competence. Others, though, believe that other factors are more
important than PRP in motivation; that it is usually based on subjective assessmenis of
performance, that it inhibits teamwork because of its indivigualistic nature, and that it leads to
‘shori-termism’. An alternative to PRP is competence-related pay, which provides for pay
progression to be linked to levels of competence that people have achieved, using a
competence profile or framework. The difficulty here is measuring competence, and some
organisations use a mix of PRP and competence-related pay, Further possible pay systems
are team-based pay, a kind of PRP for teams; and contribution-related pay which means

- paying for results plus competence, and for past performance and future success.
Performance may be used to determine all or some aspects of pay. in many instances oniy
non-consolidated bonus payments are linked 1o performance which tend fo reflect
organisational, team and individua! performance whilst salary progression is inked 1o service,
market rafes and pay scales.
Many organisations believe that when petrformance management is finkad o pay the quality
of performance discussions will inevitably deteriorate.

Teams

Team working has become an important part of life in many organisaticns, and where teams
are permanent or for fongstanding projects, measures can be based on team performance.
They will mainly be concerned with cutput, activity ievels (eg speed of servicing), customer
service and satfistaction, and financial results. Indeed, team measures are not very different
from those for individuals, and of course team members need to agree fheir objectives and
receive feedback in the same way as {f they were not part of a team. Other team members

can contribute towards this, in a process of peer review.
Z60-degree feadback

360-degree feedback became increasingiy talked about in the 1880s, if not widely used. It
consists of performance data generated from a number of scurces, who can include the
persen io whom the individual being assessed reports, people who report {0 them, peers
{teamn colleagues or others in the organisation), and internal and external customers, if can
also include self-assessment. 360-degree feadback is used mainly as part of a self-
development or management development pregramme, and is felt to provide a more rounded
view of people, with less bias than if an assessment is conducted by one individual.

Performance problem soiving

Performance management is a positive process, and good sysiems will create a culiure in
which success is applauded. Nevertheless, poor performance will exist. It may be a result of
inadequate lzadership, bad management or defective systems of work, and if 50, remedias
{often involving leaming and development) can be put in place. But individuats may under-
parform and improvements can be achieved through continuing feedback and joint discusasion
between them and their managers, involving analysing and identifying the problem,
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establishing the reasons for the shortfall, and deciding and agreeing the action to be taken. If
all this fails, disciplinary acton may need to be taken, as in any organisation,

CHPD viewpoint

Performance management is difficult to implement. t is about ownership by everyone in the
organisation, and espaciaily line managers - it is emphatically not about guardianship by
personnel departments. Surveys suggest that individuals and managers in organisations with
performance management systems guile like i, and especially its emphasis on personal
development, although performance-rating (often finked to PRP) often nrovokes hostiity.
Schemes can be over-detailed and require too much form-illing, and there can be z lack of
definition in terms of what is meant by perfermance and how to achieve it. Schemes can be
less successiul than they might be because of lack of training, especiatly at the beginning.
The keys to the successful introduction and application of performance management are:

s Deing clear about what is meant by performance

¢ undsrstanding what the organisation is and needs to be in its performance culture

« heing very focused on how individual employees wili bengfit and piay their par in the
process

« understanding that it is a tool for line managers and its success will depend on their
abiiity 10 use it effectively, '
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Coaching

Originally issuad November 2004, latest revision August 2008
This facishest gives introductory guidance. It

s explains what coaching is

» Infroduces some of the issuss and gives guidance on how 1o tackle them
¢ explaing the role HR plays in managing coaching activities

s inciudes the CIPD viewpoint.

Coaching is an increasingly popular too! for supporting personal develooment. Almost
eight out of ten respondents in our Learning and development survey 2006 reported that
they now use coaching in their organisations. Of these four fifths say that'their
organisation is seeking to develop a coaching culiure.

Aithough coaching has become a very widespread development tool, there are issues
abouf how best to manage and deliver it in an organisational setling. These include
confusich over exactly what coaching is, how best 10 manage the stakeholiders in
coaching, when coaching is, and is not, an appropriate intervention and how 1o work
effectively with a complex coaching industry.

What is coaching?

There is some confusion about what exactly coaching is, and how it differs from other
‘heiping behaviours’ such as counseliing and mentoring. Broadly speaking, the'CIPD
defines coaching as 'developing a person's skilis and knowledge so that their job
performance improves, hopefully leading 1o the achievermnent of organisational objectives.
It targets high performance and improvement at work, although it may aiso have an
impact on an individual’s private life. It usually lasts for a short period and focuses on
specific skils and goals '

Although there is a lack of agreement among coaching professionais about precise
definitions, these are some generally agreed characteristics of coaching in organisations:

« ltis essentially a non-directive form of development.

» |i focuses on improving performance and deveioping individuals’ skilis.

« Personal issues may be discussed but the emphasis is onh performance at work,

+=  Coaching activities have both organisational and individuail goals.

» it assumes that the individual is psychoiogically well and does not reguire a
clinical intervention.

e |t provides people with feedback on both their strengths and their weaknesses,

e " ltis a skilled activity.

It can be difficult 1o distinguish between coaching, mentoring and counselling. In praciice,
‘menforing’ for example is sometimes used interchangeably with ‘coaching’. Tradifionally,
however, mentoring in the workpiace has tended {o describe a relationship in which a
more experienced colleague used their greater knowledge and understanding of the work
or workplace to support the develcpmeant of a more junior or inexperienced member of
staff.

Similarly, it can be hard 1o draw a clear distinction between coaching and counseliing, not
least because many of the theoretical underpinnings of coaching are drawn fram the
worlds of counselling and therapy. For the purpose of managing coaching services the
key distinction to be grawn is that coaching is for those who are psychologically well; a
coach should be able 1o recognise where an individual is so distressed by personal or
social issues that he or she needs io be referred o specialist counseliing or other support.
For a more detaiied discussion of the differences between coaching, mentoring and
counseling see our guide Coaching and buying coaching services®,
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Developing 2 coaching culiure

in recent CIPD research, Clutterbuck and Megginson describe a coaching culture as one
where ‘coaching is the predominant style of managing and working together and where
commitment to improving the organisation is emhedded in a parallel commitment to
improving the people™®. '

Of those respondents to our Learning and development survey 2006 who use coaching,
an overwhetming majority {93%) said that they believe that a coaching culture is either
‘very important’ or ‘important’ to the success of their organisation. More than seven out of
ten {72%; identify improving individual and business performance as the main objeciives
for developing a coaching culture. When asked what activities they were implementing to
support this, 47% indicated that they are training fine managers in coaching skills, 18%
said they are providing coaching via & network of internal and external coaches and 35%
said that they were combining both of these approaches.

Who delivers coaching in UK organisations?

Coaching services are defivered by external coaches, full-time and part-time internal
coaches who may be line managers, or members of the HR depariment. Megginson and
Ciutterbuck have argued that it is helpful to enable internal and external coaches o shars
supervision arrangements and to have opporiunities to discuss coaching generally. This
enables external coaches 10 get & better understanding of the organisation and also
enabies them to share their perspectives on what is happening within the organisation.

Coaching supervision

Coaching can be a challenging and sometimes tonely activity and coaches need
structured opportunities to refiect on their practice. This may be in one to one or group
sessions. Such opportunities can help coaches continuously to develop their skills as welt
as provide them with support, |t can also be an important quality assurance activity for
organisations and a source of organisationai learning about issues being addressed in
coaching sessions. CIPD will publish guidance on coaching supervision in November
2008.

Stakeholders incoaching

The primary refationship in any coaching aciivity is between the coach and the individual,
but this is not the only important relationship. Other key stakehoiders inciude the parson
representing the organisation’s interests — most frequently an HR practitioner and the
individual's manager. Both of these parfies are interested in improving the individual’s
performance and therefore their confribution to the crganisation. :

The four-cornersd contract

radividus

et
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In situations where the manager is the coach, the other stekeholders are depicted by the
central triangie of relationships. it is very impertant to establish guidelines on
corfidentiality and information flow early on to develop trust between the individual and
soach, and the other multiple stakeholders.

When is coaching the best development intervention?

The first step will be the identification of some kind of learning or development need,
either by the individual themselves, their line manager or some one from the HR
department. Once this has been identified, the next step is for the manager and the
individual to decide how best the need can be met.

Coaching is just one of & range of tralning and development interventions that
organisations can use to meet identified learning and develosment needs. Its merits
should be considerad alongside other types of development inferventions, such as
raining courses, mentoring or on-the-iob training. Ermployee preferences should alse be
borne in mind. There is a danger that coaching can be seen as a solution for ail kinds.of
development needs. It is important that coaching is only used when it is genuinely seen
as the best way of haiping an individual learn and deveiop. .

Decision tree: is coaching an appropriate intervention?”

Some examples of siiuafions where coaching is a suitable development tool include:

s helping competent technical experts develod betfer interpersenal or mianagerial '
skills :

e developing an individual's potential and providing caresr support
= developing a more strategic perspective afier a promotion to a more senior role
« handling conflict situations so that they are resclved effectively.

It is important to remember that here are some individuals who may not respond well to
coaching. This may be because their problems are best deait with by another type of
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intervention, or it may be because their attitude may interfere with the effectiveness of
coaching. So before coaching is begun, organisations need to assess an individual's
‘readiness’. Some examples of situations when coaching is not an appropriate
intervention are if the individual has psychoiogical problems, they are resistant 1o
coaching or they lack self-insight,

The role of HR in managing coaching activities

The HR department has a central roie to play in designing and managing coaching within
an crganisation, The quality of coaching and the results it deifivers depend on choosing
appropriate coaches {line managers, internal or external coaches}, managing
relationships and evaluating success, MR practitioners need to understand when
coaching is an appropriate and effective intervention in relation to cther iearning and
development options. They need o be clear about what the different types of coaching
and diagnostic tools/models are, and when each is appropriate. They need to understand
how {o select appropriately qualified coaches and then match them to both the
organisational culture and to the needs of particular individuals. Finally, HR practifioners
hold the responsibility for setling up contraciual arrangements, as well as developing
mechanisms to evaluate the sffectiveness of the coaching activities.

For mare guidance on all these see our guide Coaching and buying coaching services”.

CIPD viewpoint

Coaching is now a widespread development tool, being used by organisations across the
UK. However, as it is a relatively new area there is still a lack of understanding about how
best fo use coaching and in what specific situations it will be most effective. It is important
that the HR department understands when each type of coaching is appropriate and
makes sure that all parties are fully equipped for their role in the coaching, whether itis as
a participant, as a line manager of a pariicipant or as the coach itsalf,

The coaching industry itself is very young, and because ¢f this there is a lack of
established standards, professional bodies and qualification frameworks. HR
professionals need to ensure they have a good understanding of the coaching indusiry
when advising their organisations about whether or not they shouid introduce coaching to
the organisation. They also have an important role in ensuring that coaches are supported
by supervision arrangements and that effective quality assurance arrangemsnis are in
piace.
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January 2007

This factsheet gives introductory guidance. It:

» looks at the nature of training needs analysis (TNA)

¢ considers why TNA is important in an organisational setting
¢ lists the cata to inciude

e outlines what foliows a TNA exercise,

There is an axiom which states that all training. provision should be based on the accurate
identification of learning needs. However, all too often the actual process of identifying
training needs is undertaken in a 'gquick and dirty' fashion or, worse siill, omitted attogether.
This factsheet outiines an approach that will help to ensure that fraining supports
organisational objectives,

Learning or training?

Strictly speaking, the analysis of gaps in knowledge and skills identifies what employees will
need to leamn in order 1o be fully competent in the jobs they will be doing now and in the
future. How these gaps are filled may invoive formal or informal training provision, or other
opporiunities for the necessary learing to be carried out. Howaver, training and learning
professionals have been using the acronym "TNA' for the process of ideniifying these gaps
for many years, and this facisheet follows that tradition, without necessarily insisting that the
means of filling the gaps Is through formal training.

What is fraining needs anaiysis?

TNA Is the systematic gathering of data to find out where there are gaps in the existing skilis,
knowledge and affitudes of employses. It involves the gathering of data about existing
employees’ capabiliies and organisational demands for skills, and the analysic of the
implications of new and changed roles for changes in capability.

it often flows from the business strategy, as the aim of identifying needs is to be able fo build
a pian fo offer appropriate learning opportunities to fill the gaps identified and ensure that
there is sufficient capability for the organisation to meet its objectives.

Why is needs analysis imporiant?

Careful analysis of needs is important because:

e Unless the right guality of human capital is present, organisations may struggle to
implement strafegies and achieve targets. Analysing the areas where capability
needs fo be enhanced allows organisations to create a human capital investment
strategy o support business objectives.

# Providing learning opportunities fo staff snables them io develop and achieve
personal and career goals.

= “Well-planned training is an effective retention strategy, particulariy for ambitious and
externally mobile employees.

e Al fraining provision should be designed to meet previousiy identified learning needs
in order to be cosi-effective. If an initial assessment using the correst assumptions is
made about who needs to learn what. then it is likely that effective training or
learning provision wiil result.

¢ Maving a clear idea of what needs 1 be ieamed and the outcomes expecied
provides a foundafion for training and learning professionais to evaluaie the
efiectiveness of implementation of the learming strategy.
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When to meﬁez"iai{e training nesds analysis

TNA can be undertaken at a number of ieveis.

« For the organisation as s whole - usually undertaken by the Leaming and
Devetopment (L&D) team or the HR department The aim is to understand the
amount and types of learning that wil! be needed to ensure that all employess have
the right knowledge, skills and attitudes to perform the jobs they do. Uttimately such
a survey is ensuring that the skilis will be available for the organisation to meet its
strategic objectives, and may cover the short-ferm {(within a year) or fock to the
ionger term in order to ensure the supptly of the right skilis at points in the future. The
latter may be very important if human capital needs are going 1o be changing with
business circumnstances, if it will iake saveral years to either recruit people with the
right skills, or develop existing employees’ skills and knowledge to the leval required
in the future. Such an analysis may aiso investigaie the aliernative routes of deciding
whether to buy in taient (if § is available} or grow the capabilifies of those currently
ampioyed.

¢ For a specific department, project or area of work. These may be one-off
projecis, where a change or a2 new way of working, or a reorganisation necessitates
changes in the jobs people do. Research wili have 1o be carried out on what
demands the new or changed jobs will make and any gaps identified bstween
employees’ current skills and the skills needed to meet the new demands. Even if no
radical changes are piannsd senior managers expect their business parhers io
continuousty anatyse and update the requirements for learning in their areas of
responsibility.

e _For the individual - often this will take place at appraisal with the employee and
thelr tine manager. Needs may cover enhancing skilis 1o improve performance on the
current job, to deal with forthcoming changes, or developmental needs that will
enabile the individual to progress their career.

There is a need for L&AD/HR {o ensure that analyses at these three levels are considerad in
conjunction with one another. One sffective way of doing this is via a two way dialogue with
managers when informaticn is being sought for a TNA, and when the results of the analysis
are communicated.

in some crganisations an organisational level analysis is only undertaken for particular

_reasons, for example, a change in overall business, HR or learning -strategy, or when ksy
leaders change. In others it can be an annual process or updating. At 2 deparimental levsl,
L&D may initiate the process when they feel that training or learning provision may have
moved out of alignment with business strategy, or when maior change is being planned. For
individuals, the review of current skills and iearning needs ofien is planned into the
performance management or appraisal process. See our factshests on performance
management and performance appraisal for more information.

Krowledge, skills and aftfiudes versus compeiences

Knowing what jobs will be done, now and in the future is the first step. Then comes the maore
detailed anabytical process for each category of employees covered:

s What capabilities will be reguired to carry out the job? (the person specification)

s  What capabiliies do existing smplovees possess? {a formal or informal skills
analysig)

« What are the gaps bstween existing capabiliies and the new reguirements? (the
learmning specification}.

Capability analvsis

Training professionals have used a breakdown of capabilities into ‘knowiedge, skills, attitude’
as 2 convenient shorthand for analysing needs, and it s & useiul way 10 ensure that no
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requirements are missed. For exampie, in looking at the reguirements for competence in a
project manager:

«  Knowiedge elements might cover the nature of the projscts managed, tachnigues of
project management, and possibly the systam used to manage projects in that pan
of your organisation.

¢ You wouid expect high levels of skill in dealing with other people, managing the
project team, and parhaps influencing senior managers or important stakeholders,

e You might aisc look for some atfitudinal requirements such as altention to detail, and
drive or persistence, to overcome obstacles or to ses the project through,

However, the deveilopment of competency frameworks has overiaken this in many
organisations, and these provide more detailed structures for looking at job requirements -
see our factsheet on competency and competency frameworks for more information.

Tha iask then becocmes one of comparing current and new roles with the demands set out in
your organisation's framework, or against generic frameworks. Where current employees’
capabilites have alsc been matched against & framework, then it becomes sasier to identify
the gaps.

‘Atfitudes’ or motivation, or personal interests are very important inpuis to the TNA. For
example the AMO theory of Appelbaum et alt states that performance is a function of
empioyees’ Ability, Motivation and Opporiunity to participate. Where changes impact
adversely on individual motivation, or, for example, involve the breaking up of existing teams,
then some of the plans set afier the TNA may incikude organisational development
interventions fo investigate peopie s issues and find ways of reallgmng their views with the
organisation’s’ : " objectives.

Either the three categories or your organisation's competency framework are needed to
ensure that when.new jobs are created, existing ones are changed, and new people
recrufted, a fuli comparison is made between current capabilites and job demands.

How to plan a TNA

The coliection of information is an instrumental and indispensable part of any TNA. For an
organisational or a departmental analysis, the following table gives some types of data may
need to be collected.

Type of data - What to include
Business What is required in terms of outputs, leveis of
objectives customer service, interactions with other parts of the

organisation, etc. How these are measured. What is
going to change?

Technology and  How jobs are done now, in terms of organisation and

organisation of  resources available. What technologies do people use,

work and how this might change. Changes may also be
planned in terms of numbers of people to carry out the
targeted performance or in terms of the way they are
supervised or managed.

=mplovee Who is currently employed in the area you are

demographics analysing. Whether numbers are increasing or
decreasing, who is joining and leaving. What
caiegories of employees are included.

Education / Basic education, vocational or academic gualifications
gualifications which can be linked to assumpticns about people's
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expectations around leaming provision, cognitive oy
thinking abilities, as well as their level of current skills
and knowledge.

Past experience  What previous knowledge, skills, and behaviours have
been expected in the past, and are required currently.
This may be linked to the organisation’s competence
framework. Experience of past training interventions.

Job roles / What individuals are doing at the moment, and what
responsibilities implications any changes will have for their roles.
Current Current performance levels of individuais and teams,
competence and any areas where competence needs to increase.

This can be measured against both current and
changed roles.

Employee status  Are peopie full or part-fime, permanent or temporary,
fixed contract or shori-term contract?

L_ocation Where people are located in terms of geographical
dispersion and access to training provision.

l.ength of time in  The iength of time pgople have spent in their current

job role might have an important bearing when it comes to
meeting any identified training needs.

Employee How employees feel about change that is going on and

attitudes and whether they see it as opportunity or threat. How this

culture will affect their willingness to learn and acquire new

skills. Whether the organisation wants to change
attitudes, for example in the way customers are
treated, or to focus on particular performance

- standards. :

in deciding what types of data need coliecting,-il-helps to rule outthose .

which won't or aren't likely fo be relevant and then 'go’ with the rest. In
terms of relevance, it is essentially a guestion of fooking at why the TNA
1s being undertaken in the first place, the range of job holders involved,
and the number of people that will be included. If there is change, this
may inciude an examination of all groups of employees who may be
impacted, directly or indirectiy.

How fo carry out a TRA

Having planned the extent of the analysis, inciuding the types of data
which will need 1o be collected, the next stage is to decide how the
information required can be coliected. Some possibie ways of coliecting
data are:

« documentation — for example business plans, objectives and new
work standards, job descriptions and person specifications

« . interviews with line managers - these wili often be primary sources
of information on pians, work organisation and changes, or will
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expand on the facts available in the documentation.

« Interviews, questionnaires, or surveys of managers, empioyees
and their representatives

« existing data, for example on an HR database

 existing competence frameworks and analysis of levels of
competence achieved

« appraisaland performance management documentation.

Confidentiality and sensitivity

Much of this data will be sensitive, particutarly where knowledge and skills
gaps are exposed for individuals, so their needs have to be respected. In
addition, there are often times when major change is planned from which
learning needs will arise, and senior management wish to keep the plans
secret. In these situations, the learning professionals may need o
convince senior management that they will need o gather data in order to
plan timely interventions that will contribute to the success of the initiative,
and that this can be done in a way that maintains confidentiality.

THRA for individuals

Line managers and their staff may be guided to look at.individual needs
for learning and training at the time of performance appraisal. Sometimes
this may be done by comparing the level of competence achieved by the
individual against the organisation’s competence framework, Even if this
levet of structure is not available, then a statement of what the individual
needs to learn in terms of new knowledge, enhanced skills and changes
in attitude is prepared at appraisal time and may be built into a personal
development plan.
Line managers need training to carry out effective appraisals and to
~-identify needs — CIPD members can use our activities for improving

appraisal skills. There is also a case study on our website looking at the
approach taken by TNT UK Lid, the express and logistics gelivery service,

« (G50 1o our member-only fraining activiiies

«  Gioto the TNT case siudy
Effective liaison with & business partner can also help the process and
provide L&D with the information on the individuals’ needs. This process
may be more difficult when an individual seeks more long-term career
advice, or has aspirations outside of their current function. Again, a close
flaison between L&D and the line managers can overcome these issues.

How to use the results of the analysis
Collating the information from the TNA will allow a number of outputs:

« Avreport of overall training needs for the organisation or
department. This may be a format document that will form the
basis of discussions on training and iearning policy, or be part of
the business planning process. It will also bs part of the process of
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budgeting for investment in learning and training, and a tool in the
hands of L&D to bid for the resources needed te devote to learning
to support business objectives.

« Prioritisation of the learning needs identified. Not all of the
gaps in knowledge, skills and attitudes will be urgent, able {o be
filled in a short-term timescale, or within the resources the
organisation is prepared to devote to learning. Debate with senior
management will give guidance on which gaps are most critical. It
is here that concentration on learming outcomes s important —
once there is agreement about the learning that has priority, then
training and learning professionais can start to work out how that
learning can be faciiitated — via formal training interventions or
other means — and start to budget the time and resource that will
be needed.

- Learning and training plans. Once priorities and budgets are set,
the L&D team will be able to set plans for learning interventions.
These plans will prioritise what needs to be learnt and the most
appropriate methods including both formal and informal training
and other learning processes to be implemented. Line managers
will also have a clear idea of where they need 1o coach or develop
skilts in their feams.

» Personal development plans. Plans for personal learning can be
aligned with the resources available and implemented in line with
the organisation’s and deparimenta!l priorities.

Al these outputs will need to be discussed and agreed with the
stakeholders concerned — most obviously senior management, and
managers of the people covered by the TNA.

Feferences
1. APPELBAUM et al (2000) Manufacturing advantage: why high

performance work systems pay off. Ithaca: Cornell University
Press. .

Eurther reading
CIPD members.can use our Advanced Search to Tind additional Library

resources on this topic.
« G0 1o Advanced Search

BEE, F. and BEE, R. (2003} Learning needs analysis and evaluation. 2nd
ed. London: Chartered Institute of Personnel and Deveiopment. '
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and researcher and Principal of Further Developments Lid.
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HOTELS & RESTAURANTS

Performance Review

Name:
Department:

Fosition:
Date:

1. Review individual performance generally in each of the key areas of
responsibiiity over the last 6 months.

Performance: 1 = below expectations

8 = exceeds expectations

Hey Area-of

Coemments

Responsibility | Targets compared to aciual, axamples of gdcd/b;éd performance.

Performance
Rafing 16

Safety

Team

Customer
CHAMPE

Sales

Profit

What | have enjoved

What could have been better

How it could have been made beftier

The successes | have had

The difficulties | have faced

What | could have done differently / Steps | can take fo improve




2. Set and SMART objectives to be achieved over the next 6 months.

Ensure that individual objectives are in line with departmental targets
and the overall business plan.

SMART objectives: Specific, Measurable, Agreed, Realistic, Timely

What is to be achieved and How will it be What actions / resources are
by when? measured? needed jor completion?
Safety
Team
Customer (CHAMPE)
Sales
profit

| What fraining and development objectives | need to help me to achieve my fargeis.

What | would like my manager fo start doing.

What | would like my manager to continue doing.

What | would like my manager to stop doing.




3. Summary

Performance Summary 1 = below expectations 6 = exceeds expectations

1 2 3 4 5

Manager Comments

Employee Comments

Appraisal Conducted By:

Name

Position

Sighed

Employee:

Signature

Date of Next Review
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Performance Management
Annual Review Statement

Date of Review Meeting:

Member of Siaff: Team Leader:
Objectives Met Further Development
() (')

1. {Pupil Progress)

Areas of particular strength (specify)

Areas fo be developed

Support and resources fo be provided by schoo! (specify}

Staff comment {(optional}

The content of this record has been agreed by:

Member of siaff Team Leader

Date of receint of the compleled review stagtement:




Performance Management
Planning Record Sheet

Date of planning meeting:

Member of Staff: Team Leader;

Obijectives
1. {Pupil Progress) To.....

How .....

Success ...

Success ...

How ...

Success ...

Development and Training Needs

Support and resources to be provided by school (specify)

Staff comment (oplicnal}

The content of this record has been agreed by:

Member of staff {signhaiure) Team Leader {signature}

mate of receipt of the compieted plonning stotement
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Search Considering Sage only | | Search this site

Everything you need to know about Sage, our products
and support services, and how we can help your business,

Caresrs

Considering Sage +  Ahout Sage »  Broducts & Services «  Shap

Asset Management
Software

Products and Services
Training

Training For Sage Software Classroom

Accounting, Finance & . I .
ERP Solutions Classroom Training - instant Accounts
Lourses

Business-wide

© Sage Certification
Solutions :

C Virtual training tours
Payroll & MR Solutions

Before attending any of our classroom courses you
must have basic keyboard knowledge and
operation skils,

- Self Study Learning

Project Accounting

: Classroom Training
Software :

1ITT Accreditation
Office® Support Insiant AeoouRts
) . [Vt -2
Business Intelligence

. Line 50 Courses
Sage Business Advice
Sage Payrolt

forecasting Solidions Sage Forecasting

Job Costing Solutions Intreduction {0 Bookkeeping ACT & Job Costing

MS Excel
CRM Solutions Exce

1 day course Training Price List

e-Business Solutions . o
LTrammg Passports

Sage Practice Suite Course Overview

This course explains everything vou need to know

about basic double-entry bookkeeping. Debits and

credits, the Nominal Ledger and the Trial Balance

are some of the key topics covered.

Centre Locations
Construction Solutions e
Manufacturing
Solutions

Retail Solutians

Who Should Attend

This course is suitable for any individual that
requires an understanding of double-entry
bookkeeping.

Sage Stationery Store

Support for Sage
Software

Rinive

TG

Financing Sage
Software

Find My Optimum
Solution

Course Contents

Introduction fo cateqories
Theory

Basic Pastings and Trial Balance
Vat Recording

The Sales Ledger

The Purchase Ledger
Management Reporis
Computerised Bookkeeping

€ Sage
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Considering Sage i Customers Business Partners | Accountants in Practice Press & Media

Search Customers only | |Search this site

Everything you need to know about Sage, our products
and support services, and how we can help your business,

Broducts & Services - Shop Careays

fustorners »  fShout Sage -

News

Customers Additional Services Training

My Account

Become a SageCover Centre Locations
Member S

Register Your

Software Customer Training has L0 training centres around the UK - select a location

from the list below for information about each venue.
SageCover Software .

Support
Help & Support

Ask Sage

Knowledgebase
Updatas
Wish List

Data & Dasign Services

Sage Business
Advice

Leeds

Advice For All

Leeds -
Sagelaver Members

Sage UK Limited

SageCover Extra Palladia
Members 2nd Fioor

1 City Square
Sage HR Advice Leeds

LS1 2ES

Sage Health & Safaty
Advice

Additional Services

Sage Stahionery Store

Ontine Communities

Sage fvents

Sage Line 50
Certifivation

Grline Magazines

view or download pdf versign of map
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Contact Sage

Customers . AdditionalServices' -Training:. .

S5y he il

Accommodation

The building stands in the prestigicus City Sguare, overlooking Park Row, and
is right opposite the mainline station. This is the very heart of Leeds'
business district, Therefore, there are plenty of major hotel chains located in
the vicinity of the training centre.

Directions by Rgad S
Leave the MG21 at Junction 33/34 and go straight ahead into AG53 (Dewsbury
Road) direction Holbeck, Central Leeds (for 1 mile)

Continue straight onto Neville Street (for 476 vards)

Bear left onto Bishopsgate Street {for 118 vards)

Continue straight onto Wellington Street for (43 vards)

Bear right onto Quebec Street (for 212 yards)

Turn right onto East Parade (for 63 vards)

Turn right onto Infirmary Street/Cloth Hall Court {for 153 yards)
Continue straight onto Infirmary Street {(for 63 yards)

Continue straight anto City Sguare,

Faricing
There are several cor parks dose to and on the approach to the station. You
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will a%%gﬁﬁﬂnc_earrspa l‘%g%&%fﬁﬂl cﬁ?fﬁ?ﬁﬁ% ry E‘@é‘gf%cﬁ Park Row.

Important
The Sage Training Centre is held at the premises of Pallaida, who are also
focated in 1 City Square. Sage Training is held on the 2nd Fiocor.

Please note: We strongly recommend that delegates check their own travel
directions prior to their journey,

General Enguiries

If yeu have any queries regarding your Sage Training, please contact
Training_ Admin on 0845 111 6666

Wortdwide | tegat | Brivany B

{UK) Limited 2007

oy | Terms & Conditions | Feadback | Mamtenance  © Sage

bt v uaoe oo gksonstomers/home aany Mnd= 1333380 = 1342073 U0



Asgset Management
Software

Accounting, Finance &
ERP Solutions

Business-wide
Solutions

Payroil & HR Solutions

Project Accounting
Software

Office® Suppbrt
Business Inteliigence
Sage Business Advice
Forecasting Solutions
Job Costing Solutions
-CRM Solutions
a-Business Solutions
Sage Practice Suite
Construction Solutions

Manufacturing
Solutions

Retail Solutions

Sage Stationery Store

Support for Sage
Software

Financing Sage
Software

Find My Optimum
Solution

Search Considering Sage onty |

Page T of 3

! i o ) : ‘
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i Search this site

Everything you need to know about Sage, our products
and support services, and how we can help your business.

Products and Services

s

vaining Price List

fonsidering Sage » AboutSage ~  Producks & Services v Shop

Laremrs

Training For Sage Software

Sage Training Price List for Classroom,

Pageports and Self Stedy

Piease Note: Prices are subject to change

since date of pubtishing,

CLASSROOM COURSES

BOOKKEEPING
Introduction to Bookkeeping
SAGE INSTANT

Sage Instant Accounts Day 1
Sage Instant Accounts Day 2
Sage Instant Accounts Day 3
SAGE LINE 50

Sage Line 50 Setup Course
Sage Line 50 Stage ¢

Sage Line 50 Stage 2

Sage Line 50 Stage 3
u.nkmg Sage L50 to M5 Office

Sage Line 50 Upgrade
Workshop

Sage Line 50 Project Costing
SAQGE PAYROLL

Sage Payroll Stage i

Sage Payroll Stage 2

Sage Payroll Report Design

Payrotl 1/2 Day Workshop
(1 Day taken when booked
using s passport)

Mz EMCEL

NO OF
DAYS

[

b

[

1/2 Day

PRICE

£245

£195
£195

£185

£450
£450
£490
£245

£245

£245

£245
£490
£245

£175

. Sage Certification

Virtual training tours

Self Study tearning

Classroom Training

 Training Price List
- Training Passports

i Centre Locations



Products and Services
Microsoft Excel Stage 1

Microseft Excel Stage 2

SAGE WINFORECASTING &
FORECASTING

Sage Winforecasting Stage 1
Sage Winforecasting Stage 2
Financial Forecasting

SAGE J.O”E’;.COSTING

Sage Jobc.ostin.g |

SAGE ACT

Sage ACT Vo

Sage ACT Professional V9

Training For Sage Software

1 £245
1 £245
1 £245
1 £245
2 £490
2 £490
2 £480
2 £490

For full details on course content or, to éxpre'ss
your interest in attending a specific classroom
course, piease select Classroom Training'from the
right hand menu and choose the course you wish
to attend, sefect request a booking which is
located at the end of each course description.

BOOKING
TRAINING PERIGD
o PRICE
PASSPORTS {from date of
purchase}
10 Day Training 12 months £990
Passport
5 Day Training & months £750
Passport
3 Day Training & months £495

Fassport

SELF STUDY COURSES
e-LEARNMNING
Bookkeeping Stage 1
Bookkeeping Stage 2
Sage Instant Accounts
Sage Line 50 Stage 1 {v12)
SELF STUDY WORKBOOKS
Sage Instant Accounts
Sage Line 50 Stage 1 (2007)
Sage Line 50 Stage 2 (2007}

Sags line 50 Stage 3 (2007

PRICE

£49

£49

£75
£115
£115

P
£115

Page 2 of 3
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Producis and Services Training For Sage Software
Sage Line 50 Bundie (2007) £230
‘Sage Instant Fayrol £as
Sagé Payroll Stage 1 {v12) | £75 N
Sage Payroll Stage 2 {v12) £75
Sage Payroll Bundie (vi2) £85
€D ROM TRAINING
éoui%keeping .Stag.e.i. {v12) £35
Bookkeeping Stage 2 (v iZI). £35

Sage Instant Accounts £35

Sage Line 50 Stage 1 (vi2) £55

Wi

cde | Legal | Brivacy

{UK) Limited 2007

ok | Mainfenanse  © Sage
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Bata Protection- Academv Enternet

Privacy & Complying with the Data Protection Act e-
Learning Course

All businesses hold information about people, including information on employees, customers
and prospects. As a result of the Data Protection Act, which became Law in 2000, there are very
strict ruies governing how you must deal with this data.

Anybody who has access to any personal information on any other living individual is affected by
these faws and any manager who falis in his duty as detalied by the Act can be held personally
liable, face criminal prosecution and a fine of up to £5000.

This training course, developed and delivered by one of the leading technology tawyers in the
UK, deals with a complex and important area of law in a straightforward way.

Delegates should leave this course with a clear understanding of how the Act impacts their role
and business and with an action plan to enable their business to comply with the Law.

For further information on our e-iearning courses contact our e-learning team now.

‘e-Learning or classroom based training

In addition to this classroom based training on Data Protection, Academy Internet offers a self
paced e-learning course developed in conjunction with East Sussex County Council. Click here to
view a demonstration of the e-jgarning.

Who Wil Benefit?

Any staff responsible for handling or management of information about people including
employees, clients and prospects: Personnel or Human Resources staff, IT managers, Marketing
and Sates Managers and Directors, E-Business and E-Commerce Managers, Consultants and In-
Company Lawyers,

Learning Objectives

This course will help you to minimise the risks to your business from unforeseen legal problems
concerning privacy and data protection, You will become aware of all the key issues concerning
data protection and more importantly, how it affects yvour business. Subsequently, you will be
taught how to deal with these factors, and any future issues that.you or your business may face.
You will leave with an action pian for you to implement, which will enabie your business to move
towards compliance with the Data Protection Act.

Meet Your Trainer
Your trainer for this course will be Justin Elis.
Course Content

Introduction fo the Data Protection Act 1998

e When does the Act apply and what exemptions are available?
= What are a data controller’s generai obligations?

o The 8 Data Protection Principles

o Processed Fairly and lawfully



Obtained and used only for specified and lawful purposes
Adeguate, relevant and not excessive

Accurate, and where necessary, kept up to date

Kent for no tonger than necessary

Processed in accordance with the individual rights as defined
Kept secure

Transferred only o countries that offer adeguate data protection

o 0 o 00

Enforcement and Compliance

e What are the consequences of a breach of the Act?
«  When can individuals be liable for their emplover's breach?

Individuals’ Rights under the Act

» How can an individual object to yvour activities?
e The subject access right

Employees / Employers

e What obligations/rights should they be aware of
« - What obligations/rights do the Directors AND the company have?
* How does data protection law apply to information about your employees?

Subject access requests

e  What do they cover?
«  Minimising the burden

Marketing

&«  Consent and fair obtaining :
e Information passing to and from other parties
e«  Specific Reguiations

- Pagsing-Data -Overseas o - e

¢« (GBeneral Prohibition
e How o gel around it

Miscelianeous izsues

¢ CCTV

«  Monitoring Communications

e Business Transfers

s Qutsourcing

+ Associated Legislation - Telecommunications & Direct Marketing Reguiations

{Contenet unknown)
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Progiund Search Product information:

Please enter & Keyword or
Product Code:

Produ
3 C8TPD
Produ
Please selest a Mealth & Comput
Safely topic:

Categ:

Please Select — PACK
Collec
Comput
Henlih & Gafery Products Price:
Naw producis £148.0¢

Rental Service
Muobl-Lingual DVDs

Toolbox Talks Description:
DVDs
Trainer's Guidss This training pack is the petfect way to train your staff and make sure they
£l sarning ' remamber what they have learnt, The pack includes:
Bespoie DVD Production '
Vidaos & MHeaith & Safety for Computer Operators DVD
DVDs B 20 Health & Safety for Computer Operators Training Booklets
Software e Computer Safety Training Poster
L E 50 Assessment Forms
Traintng Packs
Upgrades

--Fhe DVD includes vitalinformation.on laptop usage and-how tc correctly

Training Booklsts :
set up a workstation,

fosessment Forms
Fogters L . ] . ) ) 3
Sione The individual selling price for the complete pack is 173,50 -
y wou save RZES0 by buving the compisie pack - Great Valuel

Safely Baguipment

Fret Ald Bguiprnent
) R Customer Comments:

‘Repeated reference to the primary school classroom environment is alse a novel tou
ihe viewer's inferest, and aids this production in standing out from the wide range of 1
fopic." Healtly & Safety at Work Magazine

Legisialion
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About Us

Support

Search Hedp

F-Day Trial
Farsonalise
Freguently Asked
Cuestions

Terms & Conditions
Contant Disciabmer
Contact Us

E-Learning | New Products | Videos | DVDs | Software | Training Packs | Upgrades | Bookiets | Posters | Safety Equipmen
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Oxford Cambridge and RSA Examinations

RECOGNISING ACHIEVEMENT

OCR LEVELS 2 M\m 3 :!s IN

NVQ

NEET oion



_‘-OCR is the awardmg hody

. established by the University uf

Cambridge Local Examinations
Svndicate and RSA Exammatmns
of vocatmnai and academlc
qualrf:ca’hans.

GCR provides & comprehensive rémgebf

resourdes, advisory and stppert’ gervices
10 enable centres 10 offer Customer
Service NV{s

s Rasordihg documents for-centres

» Guidance on dehvery, assesyment and
verification of qualifications

+  Advisory visits
« Bwaluation of ben_trés
o . External vertfication

- ..Re'gis{réti.an and certification. of
capdidates . . '

¢ ‘Regular updates on developrments
* Presentations and workshops

QUST MER SERVICE
NVQs

2 LeveE 2

Thig NVQ is:aimed at mdw:duals Who
have to-deliver 2:icordinually improving
SETVICE 10 CUStomers, ‘mﬁ-‘t who may not.
‘have the respensibility or autenomy to
bring about permanent 1mpr0vemcnts
themselves,;

Itis mitable for candidates:

o whose oppertumtzw&, e} mﬂuc:ncp what’

heppens at work are Hited’

» who WOk within: {he rules: and
.rcgulatmns of “ftheir: orgamsatmn

+ who work with others'to overcome
problems and-to. support-customer
service improvements

< whoneed to commugicate in a clear,
'C@ﬂﬁdeﬁt”way o e inens

+ who haves developing knowledge
about their organisation’s proaucts and

BETV rices,

L@wé‘_ :

“This NVQ is aimed at caﬁdidates who are

in work roles where they have'te provide
a continually improving service to
customers and ate able o effect

permenent improvements for the benefit

of customers and-the organisatien.

It is suitable for candidates:

= whoare able 1o -suggest and help
implement changes:io improve

customer service -

«  who arz experienced.problem solvers
who-can commuticate clearly

»" “who have particular cistomer service
job titles; such as-customer service
adviser

» who are/in designated customer service
departments

» whose role 18 mainly fo provide service
to customers, for example, call
centre/hotél staff or

+ who recognise customer service is a
part of their role within the
organisation even though they may be
carrying out non-customer service

1oles, such as engineers.

INSTITUTE OF CUSTOMER

".SERVECE (IC@?

The In'stimte: of Cuétomer Servics [ICS)
recognises that business growth depends
of investing in homan resources in ordet’

torcompete End succeed, QCR offers the

Levet 2 anth3 Custorner Service NVQs ©
nelp employers and employees to.achieve
and demonstrate total quality as part 6f 2
cOrfinuons. customer service Duprovement
programme.



The Institute of Customer Service
includes representatives from industry and
the public sector organisations. The ICS
developed the National Occupational
Standards, upon which these NVQs were
based, by seeking feedback from a wide
range of crganisations.

The NV(Q structure

NVQs have flexible structures, which
allow candidates to gain recognition for
the skills required in their job role,

Where training neads are identified these
can be addressed at work through
college/training centre arrangements,

= Credit can be gamed for past
achzevements where they can be related
w0 the NVQ.

» NVQs assess knowledge and
understanding but also measure a
candidate’s performance in the real
work envirerment.

NVQs are based on National
Occupational Standards, which describe
what 1is required of the candidates in very
precise deiail.

The Benefits of Customer
Service NV Os

Employees will benefit from:

= A clearer understanding of their
tesponsibility within their organisstion

« The opportunity to develop new skills
« The recognition of existing skilis
Emplovers will benefit from:

« Improved staff performance and
mevaion

¢ Imprévements in the guality of service
o custorners

+ The opportunity to mmprove customer
retention levels

Centres

Organisations wishing to offer the

Customer Service NVQs can either apply
to OCK to become a registered centre {if
they can provide the appropriate Internal

- Verifiers-and -Assessors) or work with an

existing centre to assess the NVQ,
Candidates

If you wish to become a candidate for the
NVQ you need to register with an OCR
approved centre. Omnece you have
registered with a centre they will provide
guidance and suppert on your route 10
achieving your qualification.

Information on approved centres can be
obtained by ringing OCR’s Information
Bureau on 024 76 470033,

Assessors and internal
Verifiers

Assessors and Internal Verifiers require
the following:

« Relevant and credible customer service
experience across the level and breadth
of the standards and NVQs

= A thorough understanding of the
national cccupational standards for
customer service with the ability to
interpret them within the envircnment
and sectors they are assessing/verifying

+ Experience and a working knowledge
of the operational and assessment
processes specifically for Customer
Service NV(s

» High levels of communication and
interpersonal skiils

* Knowledge of current customer service
practice and emerging issues in the
customer service arena

» Knowledge of current praciice and
emerging issues in the vocational
qualification area

* The relevant Training and
Devalopment Units ie: D32 and/or D33
for Assessors. D34 for internal
Verifiers (more information on
Assessor and Internal Verifier require-
ments can be found in the Customer
Service Level 2 and 3 combined
Scheme Book/CAR),

What do | do next?

« Comact our Information Bureau for
further information on 024 76 470033
or email cib@ocr.org. vk,



offer any of OCR's qualifications. For
further information on any of OCR’s
qualifications, products and services
contact the OCR Information Bureau or
visit our website at www.ocr.org.uk.

Other qualifications offered by QCR
which may be of interest to you, include:

Admmistration NVQs at Levels 1,2, 3
& 4
Information Technology Levels I, 2, 3
& 4

~Call Handling NVQs Levels 2,3 & 4

Further details and Information Briefs are
available from the OCR Information
Bureaw

« The OCR fees booklet (A250), which
includes charges for centre evaluation,
candidate registration and certification,
is available from the OCR Information

B R

= A combined Scheme Book/CAR
containing the standards and guidance
on maplementation of the NV is
available 1o purchase, from QOCR
Publications (0870 870 6622)

+ The leaflet Becoming an NVQ Centre:
Steps to Implementation (N61) will be
useful to organisations considering
applying to OCR 1o become a centre,

= Full details of how to apply are given
in Notes for Guidance (L526) which 1s
inciuded in the Centre Approval Pack,
which is available from Operations in
Coventry.

There iz a range of support available to
centres considering seeking approval 1o



“usmmgﬂ SERVECE (QCA m f?massms)

= '}"o achmve a full award ‘rhe canchdate must cemplete 4 mandazorv units piu: 1 .optional unit, a total of 5 umts

- focr B . |
|UnitNo Title - QCA Unit No.
| Mandatory Units o o
: 1 i «“Give customers a positive jmpression of yourself and Your organisation 11053838
2. Déliver reliable customer service U1053839:
3 Develop customet Telationships 31053840
4 Resclve customer service prablems UtE53841

. | Optionat U mts

15 _ ‘Support cu-steme_r‘éél:’vipé ‘impm:vements 053842

6 - -D.e_:vl,élopi ,pérsénal ?éﬁb’ﬂnanpé_ihfough delivering customer service 11053843
I e “Profuote udditional prodacts or services to customers U1053844
g ~ Process customer service information 71053845

-

) i.@cﬂ LEVEL 3 mv& ms EUST@MER SERVICE (Qm NO: 01053819)

: To ac}neve a fui] award canmdaﬁec; musz compleie ﬁve mandatery umte phus one: optlonal unit, malking a total of six units.

e T T | |
e Unl‘tNo '?Tlﬂe _ T o ' QOCA Unit No.
e fMandator\f Units - .
Lo " Organise, deliver and.maintzin reliable customer service _ Ul053846
: 2.0 Ef‘iimpm_vn the pustome_r :rgalatl_onsht_p ' _ ' 1053847
3 " Work :With”oﬂaefé:}fo: ifn”;’;rbiié"-éustomer service - - UIOSBSSO
deos Mom‘cor ana solve costomer service. prablems : : 1053851
5 Premote continaong! 1mpr0vemem : . .U'_l-{_)513:8_52
:Ggﬁfioma Umts _
: 6 o ' ‘Develop Vour_o_w_n_and othera customer service skills _ U}-QS_BS'SS _
17 | Organise and promate produets or services fo-customers : CLTTIOS3R54
8. ‘Leadthe work:of teams and individuals to improve customer service UT053855




OCR (Oxford Cambridge and RSA Examinations)
Progress House

Westwood Way

Westwood Business Park

Coventry

Cv4 8JC

OCR Information Bureau

{(Vocational Cuatifications)
Telephone: 024 76 470033
Facsimile: 024 76 421944

Email: cib@ocr.org.uk

www.ocr.org.uk

Onford Cambridge and REA Examinations

is & Company Limited by Guaranies

Registered in England

Registered Office: 1 Hills Road, Cambridge, CB1 2EU
Registered Company Number: 34B4466

OCR Is an exempt Charity

OCR {Oxford Cambridge and RSA Examinations)
Head Office

Teiephone: 011223 552552

Facsimile: 01222 552552

© GCR 2001

“No. FS 27083
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Castomer Services NVQ 2

College

Course Level Level 2
Who is this for? This is a nationally recognised gualification for peaple woy
customer services. You work at your own pace, building a
evidence which is assessed on an ongoing basis.
How long? Flexible. Start dates are available throughout the year.
What do I need? You must work in a suitable customer service environmeni
your employer’s agreement to work place visits by the Ass
What will 1 do? Each of these workshops provides :
Units e Tutor support
e Skills development
= Work related accreditation
Costs Please note - if your employer cannot provide a work-base.
for NVQs, there will be a charge of £240 for up to 8 hours
provided by the Coliege.
Additional Info Admission by interview only - phone (01274) 327281 for i
and to receive more information.

Contact Email  enquiries@shipley.ac.uk

Location Shipley College - Salt Building
Times 530pm to 7.30pm
“Start Date 14 September 2006
Days Thursday
Go Back

Click.-to Apply
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OCR's NVQs in Customer Service are work-related
gualifications available at three different levels. They are for
people whose work involves some aspect of customer service.

These NVQs are sultable for anyone whose job includes
working in a customer service environment or working
directly with customers. No previous gualifications or
education is necassary; the sole requirement is relevant
current work experience.

OCR's NVQs in Customer Service have been developed to
recognise and reflect a candidate’s work. Each level of the
gualifications recegnises a candidate’s competence and ability
in their everyday work and covers a diverse range of tasks and
functions that are part of customer service.

The NVQs are a formal reco

ghition of an employee’s work
skills and abiicies. T e

The first step is deciding which level to take. An assessor
advises candidates, taking into account what they can aiready
do and what they are aiming for. Together, the assessor and
candidate work out the bast mix of training, assessment and
chservation to fulfil all the requirements of the NVQ.

There are no exams for an NVQ; instead, candidates collect
evidence during the course of their normal work.

The four themes are the same across all levels. They are:

Impression and image

Delivery

Handling prabiems
Development and improverment.

OCK customer contact centre

Vocational qualifications
Telephone 024 76 851509
Facsimile 624 76 421944
Ernail vocational.qualifications@ocr.org.uk

General gualifications
Telephione 07223 553998
Facsirnile 07223 552627

For staff roinng
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Oxford Cambridge and RSA Examinations

RECOGNISING ACHIEVEMENT

Unit 2 ~ Customer service standards ‘
Unit 3 - Customer service legisiation and requlation

Unit 4 - Mandiing complex customer service transactions

The OCR Levei 3 Certificate in Customer Service has been developed to recognise candidates’ understanding
of customer service when dealing with complex and non-routine customer service issues. The gualification
provides accreditation for the full breadth of essential knowledge and understanding that would be needed by
& competent employee functioning in a customer service role.

Specificaily this gualification is suitable for those wha:

are already experienced in a job invalving custormer service and wish to update their knowledge,
understanding and skills to improve their customer service performance

= wish to develop their full potential and/or the potential of others to deliver and improve customer service
» are seeking career progression through jobs involving customer service

= are undertaking, or preparing to u'ndertake, the Level 3 NVQ in Customer Service {either as part of the
Advanced Modern Apprenticeship in Customner Service or on its own)

wish to add to & personal portfolic of qualifications that may lead tc accaeptance on higher education
Courses,

It will also be suitable for those who are studying in preparation for employmant in job roles where they will
be expected to work autonomously in carrving out activities with & significant customer service focus.

Elwwf Lo L4
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The OCR Level 3 Certificate in Customer Service is a
gualification accredited by QCA to the National
Qualifications Framework.

Unit 1 The principies of customer service

Candidates demonstrate an understanding of the
central principles of customer service and how these
principles are affected by systems, behaviour and the
aims of the organisation.

Unit 2 Customer service standards

Candidaies demonstrate understanding of the factors
that affect customer service standards, secior codes
of practice and ethical standards and the way that
these influence the delivery of customer service.

Unit 3 Customer service legislation and reguiation
Candidates demonstrate an awareness of legislation
and reguiation relating to customer service.
Candidates understand the impact that legistation
and regulations have on customer service delivery.

Unit 4 Handiing complex customer service transactions
Candidates demonstrate the ability to communicate
effectively in compiex complex customer service
situations, have an understanding of the key steps in
customer service transactions and an ability to dea!
effectivety with difficult customers.

The OCR Level 3 Certificate in Customer Service is
accredited at Leve! 3 of the National Qualifications
~Frameworkand-is eligiblefor-funding in 2003/4 under
the Learning and Skills Council's Section 86
arrangements for jearners of all ages.

Unit T - The principles of customer service

Uinit 2 - Customer service standards

Unit 4 ~ Handiing complex customer service
transactions

These units are centre assessed and externally

moderated by OCR, These units are graded: Pass,

Fail.

Unit 3 ~ Customer service legisiation and reguiation
This unit is assessed by examinations which are heid
at set times during the vear. These are externally set
and marked by OCR. Results for this unit are graded:
Pass, Fail.

Ali examination tasks and assessment tasks aliow
candidates to demonstrate their knowtedge and
understanding in a format that is both logical and
realistic.

Full award certificates will be graded: Pass, Fail.

Candidates who wish to further develop their
knowledge and understanding at Level 3 and who
wish to demonstrate their competence in a work-
pased context will be able 10 progress to the Level 3
NVQ it Customer Service.

A programme of study based on this gualification
will enable candidates to progress o other
gualifications where customer service is a key
component, such as gualifications in call handiing,
retail, sales, administration and other business-
related gualifications.

Candidates can be entered for the OCR Level 3
Certificate in Customer Service in a variety of ways:

« For the full gualification
- For an individual unit

For the full gualification, candidates must achieve all
four mandatory units,

For candidates atiempiing individual units, unit
achievement will be individually certificated.

The Tutor's Handbook offers Centres a
comprehensive guide to the structure and
administration of the gualification.

OCR's website, www.oer.org.uk, contains all the
most up-to-date and reievant information abeut the
gualification. This includes the gualification
specification including sample assessment materials,

OCH runs a regular programme of fraining
warkshops for tutors to help Centres maintain hest
practice in their defivery of this qualification. For
more details contact OCR Training on D121 528 2850,



if in doubt over any aspect of the speciication,
assessment or administration for this gualification,
ptease contact OCR's information Bureau in Coventry
where siaff will halp, Telephone 024 76 851508,

Centre approval Free

Candidate entry fee:

Full award Please refer to the current

Singie unit edition of the QCR fees
booklet.*

*Fees change in September

Simply complete the attached Centre Approval Form
and return it to OCR Operaticns in Coventry, There is
no fee for Centre approval.

in return, you will receive the Tutor's Handbook and
details on administration. '

The National Guaiifications Framework is the framework into which all OCA accredited qualifications wilt fit. The framework has six
tevels and three categories for types of quaiification. For the first time, there will be a national framework that clarifies the refationship
between different types of gualification, The three categories of gualifications are general, vocationally-related and occupational.

{8)

NVQ Level 5
- . : Level 4
AS/A Levels VCEs, OCR Vocational Qualifications inciuding NVQ Leve! 3
AEAs OCR Level 3 Certificate in Customer Service NVQ Customer Service Leve! 3
BCSE'L" 1 .| dnfermediaie GNVQs; Vocational GLSEs CNVQ Level 2

{Grades £%-C),-orOCRAGeational Gualifications
including OCH Level 2 ‘Cerfificate in Custamer Servie

GCSE Foundation GNVQs, Vocational GCSEs NVQ Levei 1

(Grades D-G) {Grades D-G), OCR Vocational Quaiifications

entry Level Certificates in bhoth General and Vocationally-related Areas




BEQGGEMISIG ACHEVE RENT

APPLICATION FOR APPROVAL AS A CENTRE FOR
OCR LEVEL 2 CERTIFICATE IN CUSTOMER SERVICE
OCR LEVEL 3 CERTIFICATE IN CUSTOMER SERVICE

Section A - Your organisation

OCR Level 2 Certificate in Customer Service ] |
i OCR Level! 3 Centificate in Customer Service | f




BECOGMISIE &Tn B LAENT

Section B - Criteria for approval

Please provide the following information in the space provided or on a separate sheet

Please return to:
Vocational Operations, OCR, Progress House, Westwood Business Park, Westwood Way, Coventry, CV4 8JG.



Economics and Business Studies : ¢

Recent fpmposals on working time and family-friendly employment
have set the cat among the pigeons (again). Nancy Wall explains

arly in the nineteenth century;

law existed, grossly inhumane
employment practices were
common. In some parts of the
world, many peopie do still work in dan-
gerous conditions, just to earn a wage.

In the European Union (EU), employees
are generally well protected by the law.
The principle of the level playing field is
important here, If all businesses have to
abide by the same regulations, they can
compete on equal terms. By harmonising
employment legislation, the EU ensures
colmon standards in all member cour-
tries. The costs of meeting the regulations
are the same for all.

Improving working condltions in the
EU is a continuous process. During
2004, a number of new proposals were

versial. Parhcularly 50" are the'W
Time Directive and the regulamons tel tmg
to paternity and ma rmty leave Y

24 BUSINESS Review

before eriployment protection |
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The Worling Time Directive

3

Regulations limit employees to working
48 hours per weelk, on average. At the
moment, the UK has an opt-out arrange-
ment, Employees can agree to work longer
if they wish to. The European Commission
is proposing to change this so that em-
ployers must negotiate the opt-ouis with
trade unions, rather than with individual
employees. The employers’ organisatior,
the Confederation of DBritish Industry
(CBI), is niot happy about this. Although

- only one in five private secior employees

belongs to a union, some business leaders
think it may increase trade union power.

in the mesantime, the commission and
the UK government have been consulting
extensively and have found many ways of
making the Working Time Direciive easier
to manage. John Monks, head of the Euro-
pean Trade Union Confederation, thinks
the commission has sided with the general
employer offensive on working time. It is
not yet clear what the full effects of the
Working Time Directive will be in terms of
reduced flexibility.

Maternity and paternity leave

In 2008, parents of young and disabled chil-
dren were given the right to request fiexi-
ble working arrangements. The CBI, which
generally speaks for all businesses, did not
oppese this. But the representatives of
smaller businesses gave it 4 poor reception

and said the resulting increase in costs
would be crippling.

Now there are proposals to extend paid
maternity leave from 6 to 12 months and
to raise paternity leave pay. This would

take the rate from the present £102 pex” )
week to 90% of earnings (the rate for="

maternity leave). Also under review is a
plan to extend the right to request flexible
working to people who look after elderly
relatives.

Again the CBI was calm, saying of the
maternity leave proposal, ‘it will not be
impossible for employers to deal with this
provided they know what the employee
intends to do next’. Some small busi-
nesses saw it differently. An anonyruous
food wholesaler said, ‘How can you run
a business if somebody is not there?
Often it takes 6 months just to train up




The right of parents with young children to
reguest flexible working arrangements has
received a mixed recaption from businesses

temporary staff. I try not to eraploy too
({many people who give me that sort of

problem but these days you are not
allowed to discriminate.’

Why small businesses suffer more

Big businesses can spread the risks of a
request for maternity ieave and organise
their working hours to fit in with the
Working Time Directive relatively easily.
Small businesses by their nature are some-
times much less flexible. There may be no-
one to stand in for an absent key person.
Fulfilling an urgent order may be difficult
with a small workforce if working time is
limited, Talking on an extra person to cope
temporarily will raise costs. Sometimes
this means a loss of profit, which reduces
the incentives for the business, If it means
@@’hargmg higher prices, the business may
10se competitiveness and face reduced
sales.

Compliance costs

Complying with the law means you need
to know about it. Here again, large busi-
nessges can cope by setting up a com-
pliance department. They can employ
people whose entire job is to be familiar
with current legislation and the changes it
requires. In a small business, the owner
has to study the regulations in between
doing many other things. Stephen Alam-
britis, spokesman for the Federation of
Small Businesses, wants a moratorium on
new employment legislation, He says:

The government has imposed 17 major
pleces of new employment legisiation since
1897. Owner-managers have t0 acquaint
themselves with all of i, whereas a large

company would have a legal department to
deal with it. The vast majority of business
start-ups are now sole traders hecaunse they
are worried about employment legislation.
The average small business spends 30 hours
a month dealing with red tape.

Fiexible labour markets are
important

The UK labour market is generally regarded
as a flexible one, compared to those of
many other EU countries (particularly
Germany). Flexibility implies that man-
agers can deploy their workers in the most
efficient way possible. They can vary their
hours to suit the work in hand. They can
hire people for short periods if they need
to, letting them go when a busy period
cores to an end. Obviously, working like
this helps employers to keep costs down,
i.e. be competitive.

The flexibility of the UK labour market
is sometimes given as an important reason
why unemployment is generally lower in
the UK than in other EU countries. Of
course, keeping people in work is import-
ant and governments are proud if une-
ployment is low during their term of office..
Is there a trade-off between keeping labour
markets flexibie and improving working
conditions?

Work-life balance versus the
flexiblie labour market

The Working Time Directive and family-
friendly employment-laws are all about
having an appropriate work-life balance.
We can all think of people who work long
hours and see little of their families. Most
people can also see the point of not making
life too difficult for people with small
businesses. From the EU point of view,
businesses should be working towards
allowing their employees to create an
appropriate work-life balance in a har-
monised way that keeps the playing field
level.

Some small businesses do not oppose
the recent changes in employment law,
Some are proud of their family-friendly

employment policies. They claim that, -

by taking good care of their employees,
they secure their loyalty and have lower
staff turnover rates and lower training
costs. Take Innocent Drinks, the fruit
smoothie maker, as an example. It gives
each new parent on its staff a tax-free
bonus of £2,000 towards the costs of the
new baby. It routinely goes beyond the

Box 1 G/ossary

Corporate culture The code ofan organ—
isation (perhaps unwritten). that affects the
attitudes, decision-making and manage
ment style of its staff p

Flexible You may have notlced the word
‘ﬁemble being used in'dt least two differ-
- ent ways. Flexible tabour markets hélp
' employers to organise the:workforce in
different ways according: to the needs: of
. the moment. Flexible employment pohc1es
“help employees to work i in ways that sult‘ _
' theirneeds and lifestyles. - =

r'jLeveI playmg fleld 'I‘he need w1thm _
o market econonues for all firrms, i be cor- .
i petmg on the same terms The European
:Commission passes comimon Jaws to pro-
‘ 'fl\fzde a level playmg ﬁeld goverrung traded""-

" Egonioniies & léusaness Hamdbook Hodder §
Stoughmn :

iegal requirements. It thinks that the
motivatingeffect of this and its other inno-
vative staff benefits far outweigh the extra
costs entailed. The company is seen by
its employees as an exceptionally good «
employer and this has produced a highly
positive corporate culture.

Is thers 5 conclusion?

There are many different perspectives on

employment legislation. Big businesses-——- -

usually cope with new regulations,
although they may complain, Small busi-
nesses may despair, ground down by
frustration and compliance costs. But a
sizeable number of large and small busi-
nesses are unconcerned because their
policies are at least as favourable to
the empioyee as the minimum required by
law. The whole issue of 'red tape’ is a polit-
ical football. So for you, the student, it is
important to be aware of the range of

, perspectives and to understand how the
impact of the legislation depends on the

circumstances.

Nancy Wall is one of the founding directors of
Nuffield Econamics and Business and the
author of several texts in economics and
business stuches.
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