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Unit L/506/1788: Manage Personal Performance and Development
Identifying Training Needs
As part of your role you will need to ensure you identify your own development needs as well as support others to develop in their roles to ensure everyone is able to carry out their duties. There are a number of ways to identify your training needs:
Reviews and appraisals  
Many companies will carry out an annual performance review.  This is a formal chance for team members to sit down with their line manager and discuss:  
· Their present performance 
· Their strengths and weaknesses 
· Their contribution to the team’s performance  
· Training and development needs 
· Potential for advancement   
A review should be planned in advance; the team member should know when and where it will take place and should have the opportunity to gather any information, feedback or data relevant to their review and you will do the same.  
Some simple rules for reviews:  
· Plan them in advance 
· Give one month’s notice to all parties  
· Conduct them in a relaxing environment 
· Ensure there will be no interruptions 
· Allow plenty of time for the review 
· Ensure you have all of the relevant information at hand for last year’s and this year’s review 
· Reviews should be objective, based on performance or critical incidents 
· Reviews should not be subjective, i.e. not what you think about the team member  
Many companies use key performance indicators (KPIs) in reviews, these are clear and precise sets of information, data or performance information.   
The information and data (KPIs) should be gathered during the year and not just the last couple of weeks. When taking part in a review, the team member should not get any nasty shocks as they will have been told about their KPIs during the course of the year. When KPIs have been gathered throughout the year, feedback should be provided to a team member to help them recognise and improve on their weaknesses.  


Fair and constructive feedback  
None of the feedback a team member receives during the review should come as a surprise.  They should be receiving regular informal feedback all through the year to enable them to improve on any areas of weakness and recognise strengths.    
If your company does not operate a formal review system, it is a good idea for a team leader to give their team members formal and informal feedback.   
It is very easy for team members to go along thinking that they are doing well if they never receive any comment, or to worry that they may not be meeting the required standards if they are never given a word of encouragement.    
Training needs analysis  
The result of the review will be a Training Needs Analysis.  Again this may be a formal document in some organisations or simply a list in others. Either way it records the training which has been identified for your team member.    
In order to decide the best way to get the identified training, it would be helpful for a team member to recognise their preferred learning style. They may:  
· Like new things and experiences.  They will try anything once but prefer to see what happens rather than be told how to go about things. Given a new product they will try to find out everything about it by trial and error rather than reading the instruction manual 
· Like to consider new things and experiences. They will try something but then want to sit back and reflect on what they have learned before moving on.  Given a new a product they will try one feature and then think about the result before trying the next 
· Want to know how things work and why.  They will not try anything until they are sure they know what is going to happen.  Given a new product they will read the instruction manual from cover to cover before unwrapping the product.  
Everybody has a mixture of all three learning styles.  You will use different ones in different situations but we each have a preferred style.  While there are psychometric tests to establish your preferred style it is possible to determine this for yourself.
SWOT
One method of doing this review is to carry out a SWOT analysis of your skills.  This involves you identifying your:  
· Strengths.  What aspects of customer service do you think you are particularly good at?   
· Weaknesses.  Where do you think your customer service skills would benefit from some improvement? 
· Opportunities.  What situations offer you the chance to practise and improve your customer service skills? 
· Threats.  Are there any internal or external circumstances that make it difficult for you to use or improve your customer service skills?  

A SWOT analysis is set out in this way.  You could try this for yourself.  Consider your own strengths and weaknesses and how opportunities and threats could impact on your performance in the workplace.
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	Weakness

	Opportunities


	Threats
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