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Using Rolfe et al’s Reflective model: What? So What? Now What?
I have decided to use this reflective model because I liked its simplicity, being broken up into three stages. This is because it allows me to break down the descriptive element of what I did, what I learnt from it and finally what I need to keep doing or do differently so that I learn from the experience (University of Hull, 2022). Gibbs was another model of reflection I reviewed which I felt was a good model for someone new to personal development reviews (PDR’s) and producing personal development plans (PDP’s) because it breaks down each stage easily (Making Business Matter, n.d.). However, I found that the model would be hard to produce tangible actions to work on as the model helps to produce hypothetical actions, rather than those produced by learnt experiences (Mind Tools, n.d.a). Similarly, Kolb’s is an easy-to-use process and can be understood and applied to many reflective experiences (toolshero, n.d.) However it’s easy to use process also acts as a disadvantage as actions produced based on reflections are quite linear, opposed to a wider perspective (Growth Engineering, 2021).  





Data, data, data! Its influence to evolve businesses into the future through HR! 
Insights Focussed / Commercial Drive 

What?
As a new member to the HR BP team at Companies House I was keen to introduce data driven conversations to enable the business to make more informed decisions around people issues and highlight business risks (Willliams & Dolkas, 2022). This was something that I had learnt from my Level 7 CIPD studies and its importance to create value and buy-in to the people profession through evidence-based practice to critically analyse people data to inform any next business steps (CIPD, 2022b). Introducing the dashboards wouldn’t be hard based on the culture, where Companies House is open to change with a real want to improve the way the business works (Sykes, 2018). So, the idea of introducing dashboards to present a high-level view of people data was warmly welcomed. The dashboards would present themes of data such as establishment lists, turnover, starters and leavers (ideal, n.d.). This was based on previous engagement to understand what data the business would want to view and understand. Due to this being a priority for the business, Dashboards had already been produced and it was confirmed that they were ready to be used when I started with the business. However, there were some problems with the dashboards, relating back to Data Sets (Miglani, 2019). This causing inaccuracies in the data from the processes that sit behind recording, improving and presenting the data (Panoho, 2019). I found that whilst the data appeared to make sense and present feasible options, when drilling down into the detail this would present inconsistencies, often data wouldn’t be refreshed based on present changes in the business, therefore this would be challenged by Senior members of the Senior Leadership Teams (SLT). This left me in a difficult and sometimes awkward situations that firstly the dashboards weren’t fit for purpose and secondly the dashboards would be challenged and not used by the business (Carucci, 2020). As a HR Business Partner this also proved as a difficulty when building relationships, in particular Finance who would scrutinise the data and disengage with what I was setting out to achieve for the business. 

So What? 
What I have learnt from this experience is not to be so naïve around trusting a finished product without finding out the facts around what work had been completed to engage with SLT’s beforehand and what work has been completed previously to tighten processes to improve the datasets that sit behind our HRM system, iTrent (Forbes Human Resources Council, 2020). My decision to implement the dashboards with SLT’s was purely around the guidance and steer from my senior team that it should be something we are pushing as a priority to introduce evidence-based practice, giving senior leaders insights. Being new to the business I was keen to prove myself and as a result this backfired to creating resistance with the Dashboards, creating disengagement with a critical product that would be key to enable future business growth (Robson, 2022). What I have learnt is not to be so rushed in my approach to implement an important business initiative due to wanting to prove myself, taking a more strategic approach to understand if the product is fit for purpose. I have also learnt to question and challenge more around discrepancies and not accept any barriers and subsequent excuses. This is because I have learnt the importance of asking the right questions and the significance of achieving common ground to introduce challenge (Forbes Coaches Council, 2021b). With this said, managing expectations from the start and introducing the dashboards as a Minimum Viable Product (MVP) (UWTSD, 2021), I have learnt that this could have been a better approach to introduce the dashboard to allow testing, feedback and to make improvements – this way the dashboards could have still be introduced but as a prototype, rather than a finished product (Forbes, 2021).

Now What?
What I would do differently is, introduce a project management approach to highlight risks, update on progress and enable accountability (Podfather, 2022). This could be in the form of a project plan, such as a Gantt Chart, a Risk Tracker with RAG (red, amber, green) status and a communication plan. This will help to challenge the business and senior leaders on any consequences that are overlooked but also provide the business and senior leaders with solutions by highlighting through these project tools. This would have helped to challenge the risks around inaccurate data sets and resource within the systems team to make necessary changes to the data and how this was presented in the dashboards. A return in investment could also be an outcome from using a project management approach to the initiative by being able to prove its value for money by being able to plan and react to the people data within the dashboards. 

Another improvement I would make is to link in the change team to support on Companies House change model, ADKAR. This is because Senior Leaders need to understand the objectives of the dashboards and what changes they will need to make based on what the data shows (Prosci, n.d.). The model would enable buy in from senior leaders and develop their knowledge and capability which could be reinforced with short term wins on how people data through evidence-based practice and insights can evolve the business and prepare for future adversities supporting strategic workforce planning (Styr, 2021). By doing this the business will remain commercial through the insight it has into the business and enable flexibility to create further resilience. 



Coaching – the superpower to drive manager capability and drive performance! 
Professional courage and influence / Passion for Learning 
What?
As a HR Advisor working for Swansea Council, being one of six advisors with over 11,000 employees, it was really important for me to manage my time effectively so that I manage my busy workload. This could be partnering and advising across the organisation through Employee Relation Cases, Restructures, Job Evaluation and Organisational Development Projects to name a few examples.  

In a previous career as a management coach for retail giant Primark whilst they setup in a new market in the United States. I was lucky enough to learn the impact of Coaching and how it can be used to empower managers to take accountability and empower employees to take responsibility with their work (De Smet, et al., 2020). I was able to practice and develop my coaching skills and be an active facilitator on the business needs, operations, ability to lead people (and in a different culture) and promoting a positive working culture – so much so I was able to step away after 6 months with a commercially successful store that would make $500,000 a week – which shows my ability to influence. It was a busy environment where there would be many challenges, skills gaps and be very demanding – I learnt a lot from the experience. 

I was able to connect a common theme between the work I was tasked to do with Primark and the work I was tasked with as a HR Advisor with Swansea Council – both involved me being a subject matter expert, both required me to manage workload in a busy environment and both required me to transfer and upskill other colleagues I worked with to learn and develop – Coaching was key for me to do this (Sherlock, 2019).

I learnt from on-the-spot coaching and using coaching as a social process so that it embeds culture change (Shoukry & Cox, 2018). This helped me to manage my workload as a HR Advisor as often I would get engrossed with ‘handholding’ managers that lacked the confidence to practice their HR skills, rather than them lacking capability. It helped me to refocus, redirect and repurpose challenges for manager to take responsibility. 

By setting boundaries and role expectations from the start I was able to coach managers on everyday HR problems and empower them to produce their own solutions. I was able to coach and pull-out various information from managers where they could draw on their own conclusions with slight direction from myself (Mishraa, 2018). I did this by listening and responding appropriately and asking the right questions. I used open questions to explore the topic and then closed questions to clarify, conclude and move on (Deloitte, n.d.). I noticed that this approach helped to motivate my managers and give them the encouragement they needed. I was able to share this experience with my colleagues where they faced barriers and excuses from their managers – something that has totally changed the way we work because of what skills I was able to bring to the role, leading and inspiring my colleagues where I demonstrated that leadership can be visible at all levels (Burke, 2019).

This helped me to complete a number of my employee relation cases within a 12-week key performance indicator, set as a benchmark standard for the team. As a team due to implementing coaching as part of our HR offer, I was able to support the HR team in managing a busy workload, develop our managers HR capability and free up our time to support on strategic activity (Mind Tools, n.d.b)

So What? 
I learnt from this experience that Coaching can be useful as a tool to upskill managers that needed encouragement and to push back responsibility to avoid unnecessary hand holding (Factorial HR, 2022). The technique helped the HR team really refocus and prioritise its work to be able to free-up more time to focus on strategic work such as workforce planning and upskilling the workforce. My line manager had been championing my work because I had been able to deliver work at a pace that is recognised as already pressured due to my ability to prioritise what is important and what can be done another time (Pettit, 2020). 

It wasn’t always a smooth process as Coaching doesn’t always work – I learnt this when trying to Coach junior managers that lacked HR skills due to their lack of experience. I found that no matter how many questions I asked, or rephrasing in a different way, some managers really struggled with the Coaching experience. This led to some managers feeling uncomfortable and recognising their lack of HR skill and experience which meant the Coaching experience was counter-productive on both parts, with some managers losing confidence and motivation to follow up on important HR tasks, an example being sickness management (Mandel, 2021).

I also learnt that Coaching is time consuming and, in some situations, self-help guides or FAQ’s in the form of resources can be a much quicker alternative (Shackleton-Jones, 2017). Social Learning in the digital age has proven an important tool to upskill and develop both employees and managers and often demonstrate easily and intuitively how to follow a process from finish to end, again removing hand holding and empowering both employees and managers on what they need to do, how they do and when (Hightower, 2018).

Now What?
What I would do differently learning from this experience is that whilst Coaching is an effective tool, it doesn’t have a one size fit all approach. I would improve by recognising the skill and will of a manager to be able to assess if coaching is appropriate or if other tools are available to enable self-serve.  Continuing to adopt a self-serve approach by introducing several resources in the form of self-help guides, video tutorials and/or FAQ’s which would help eliminate hand holding so that time could be used elsewhere for more strategic work, adopting social learning within the workplace (Ibarra & Scoular, 2019). 

Continue to use ‘on the spot’ coaching in busy periods to support resilience whilst upskilling and transferring knowledge through experience that has been developed through my career (Contact Consulting, 2015).
The dilemma of the decade – what to do when your skills and experience leave your workforce quicker than you can expect? 
Valuing People / Situational decision-making 
What?
An example where I used CIPD’s core behaviours to value people and inform situational decision making was where I implemented a Mentoring Strategy and Programme at Swansea Council. 

The point of need was established where I communicated with senior leaders and directors by using open questions and closed questions to clarify what their current and future pain points were, where I identified an ageing workforce with regular retirements (Wagner, 2018).

I was able to communicate by listening and responding to answers and discussions to clarify with Leadership, and the risk of not doing anything where I facilitated and pulled out the concern of having to potentially deliver costly training to meet mandatory legal requirements. I was proud that I was able through my communications skills to empower the Leadership team to draw on their own conclusions and take accountability for the future performance of the organisation which I effectively influenced (Landry, 2019). 

I communicated further where I joined the dots using my HR knowledge to explore what the potential options could be, and I advised and facilitated the benefits of Mentoring as a resolution, showing my ability to influence the Leadership Team.  I did this by following up and conversing trends through workforce data and external research to validate the issue and I built a bigger picture of how big the problem was. I did this where I facilitated discussion to determine what were their thoughts on these issues and agreed the problem at hand (CIPD, 2022c)

It was decided by leadership, through my ability to communicate and ability to draw out thinking, to critically agree to implement a mentoring programme linked to the needs of the organisation. 

I took it on myself to research what was out there, both private sector, public sector and third sector and what would fit for the authority – and communicate the results back to Leadership. I did this through visuals, facts, statistics and connecting those present emotionally with tangible concerns such as junior staff taking longer, less productive, and reliant on management. This helped me communicate the proposals where I produced an easy to use, self-sufficient package of resources and training to enable anyone, mentor or mentee to form a relationship, facilitated by the HR&OD Team (CIPD, 2022b).

So what?
The process didn’t end there, as I communicated further when I setup regular feedback surveys and focus groups to check-in from a supportive angle as mentoring relationships don’t always kick off as intended and some also mature. The feedback I received was how easy and intuitive the resources, training and process was as well as the appreciation of how much the mentoring as helped to motivate retiring employees, those that want to develop their leadership skills and those that simply was to grow and push their careers forward (Kelly, 2021). 

I had feedback reported back by line management on how approachable, friendly, and how easy I was to get along with as part of the engagement process where employees I engaged with were looking forward to getting involved with the Mentoring Programme when launched. I felt proud because I felt I was making a difference to my colleague’s development, and I was making a difference to the organisation with the transfer of tacit knowledge due to my ability to communicate and influence that brought people on a journey with the programme. 

As a result of the successful programme, I enabled Mentors to build on their leadership skills, motivate employees on the road to retirement by passing on their knowledge. I provided mentees with the tools to ensure they make the most out of the experience and the council benefits though succession planning (Ottawa University, 2020). I created action plans, frameworks, and logs to capture the experience whilst I designed eLearning and resources for mentors to maintain a corporate competence and standard around mentoring in line with the strategy. 

Feedback at Leadership Level was that I communicated the concerns, the risks and facilitated the solutions perfectly, even persuading resisters to come around. This was because I was able to build rapport, connect and make meaningful conversations and pair up those that were on-board to help influence the resisters. 

Some Services used the mentoring programme I produced to do a cost analysis on what would have been spent on external training, where in some circumstances services were able to save several thousands in training costs (Iqbal, 2022).

Now what?
For the future success of the programme, I communicated short term wins by creating Mentoring Profiles. I did this by creating engaging, easy to read and inspiring synopses linking readers to more information on how to get involved. It was also important to recognise failure so I communicated those mentoring relationships that matured and why/how it can be expected because not all relationships work out. I did this because it would help convey the message and would be critical in keeping the mentoring programme a key talking point. I also used storytelling from current leadership on their experiences of Mentoring for their careers to inspire future generations of Leadership, linking this to online resources and information to get more employees to sign up (Ross, 2019). Due to my ability to communicate and influence, mentoring relationships I helped to set up included anything from developing skills and experience in project management, report writing, compassionate leadership skills and Welsh language support. 

I really believe my continuous professional development where I studied and completed my ILM Level 5 in Leadership and Management really helped to explore my thinking around how important knowledge management is and how crucial long-standing employees are in retraining years’ worth of tacit knowledge (Andersson, 2022).

If I was to learn from this project/programme and do anything differently I would have revisited the engagement to speak to those on the front line and determine what they would be looking for from a mentoring experience – as I did find that engagement in this area was weaker than compared to our Head Quarters Teams. 



When in doubt and you want to figure it out – the key might be Workforce Planning…
Ethical Practice / Working inclusively 
What?
At Companies House, there has been a difficulty recently to attract and retain employees in specialist functions, especially within Finance, People and Legal areas of the business (Companies House, 2023) with turnover rates as high as 25% in some areas. 

This meaning that several employees had left leaving resourcing gaps that hiring managers have found difficult to attract the right candidates with limited skills due to a tight labour market (CIPD, 2023). What also doesn’t help hiring managers is the pay battle with the private sector leading with 6.9% growth, compared to 2.7% in the public sector towards the end of 2022 (Reuben, 2022). Therefore, hiring managers and departments need to be more creative with how they approach resourcing and move away from buying in talent and growing their own, to address pay, skills shortages and tight labour markets (O'Donnell, 2019). 
 
With Companies House’ legislative reform and transformation, the Legal Team also required workforce planning to have the ‘right people in the right place at the right time’ with the new powers and sanctions that will be granted as part of the reform bill going through parliament (Shalchi, et al., 2023). 

Recognising these barriers to resourcing and future changes, as Senior HR Business Partner I looked to re-energise workforce planning within these areas to be more creative with how resourcing is approached and support a ‘grow your own’ strategy to support future disruptions to the workforce (Sher, 2020). Workforce planning can achieve flexibility in the workforce and minimising workforce costs by identifying what skills gaps are present, if the current and future business model is fit for purpose, identifying any bottle necks and implementing resourcing, training and succession planning initiatives (CIPD, n.d.)

I facilitated a workshop with the Director of Intelligence and Law Enforcement to review the current organisational structure of Legal, factoring the transformation changes to the services it delivers and recognising foreseeable challenges when it comes to resourcing, skills and talent pipelining.

I was able to draw out the assumptions and develop some scenarios to help formulate a plan and visualise what a future legal team may look like at Companies House. 

These included introducing another tier below the current Legal Advisors to build a talent pipeline and implement succession planning (CIPD, 2021). And introducing apprenticeships and graduate programmes to ‘grow our own’ to address the current labour shortage and develop specific skills, unique to Companies House to meet the future transformational needs.


So What?
What I learnt from this experience was that my facilitation skills and questioning skills really helped to frame the workforce planning workshop to draw how the key assumptions and build on the potential scenarios. It also helped that I planned a running agenda for the workshops and provided key workforce data beforehand to have a strategic view of the team. This included data such as age profiling, full time equivalents (FTE) and Equality, Diversity and Inclusion (EDI) to identify where the team is now and where it needs to move to, especially around the EDI gap (Ronan, 2021). The feedback I received was that the template and structure of the workshop I delivered could be used for other areas to help plan future needs in a very disruptive world that we currently live in. 

What I would improve if I was to approach the design and facilitation of the workshops again, is to understand more about the team and what their key challenges are. Whilst I was able to pull this from the workshop, having a further understanding beforehand would have helped me to focus my questioning with more detail and be able to pull out further assumptions (Personnel Today, 2006). As I did not to do this with the workshop I facilitated with the Legal Team, some of what was discussed was hard to comprehend and this meant further questions needed to be asked, taking more time. Due to the senior officers required to attend this could have also been dis-engaging for them and therefore could have been a risk to the workshops in that limited information was shared to inform the future shape of the team. 


Now What?
What I would do differently is spend more time understanding the team that I would facilitate a workforce planning workshop with. I would do this by either face to face conversations, where I could capture some draft information onto a document. This could be in the form of a Workforce Planning Tool. Or send some surveys where pre-planned questions could be asked to capture key information that would be useful to the workforce planning workshop. This could be anything from asking key challenges to the team, such as an ageing workforce, where I could plan some specific tasks as part of the workforce planning agenda to explore these in further details. An example of this is an action for managers to explore succession planning conversations and understanding what their teams’ aspirations are to plan what skills are missing to support their development to the next level of their career (harver, n.d.)

Another lesson I have learnt from this workshop is the importance of building relationships when it comes to being a HR Business Partner (CIPD, 2022a). As I am relatively new to Companies House, whilst I recognise my relationships with key stakeholders at the workshop are good, I can continue to develop these relationships by continuing to work with their areas to provide challenge and support with people interventions in a timely and flexible manner. This is important because relationships are key to influencing and persuading key stakeholder on the value of workforce planning for example, where perhaps teams and senior leaders have struggled to get any tangible outcomes from such a process. By communicating and showcasing quick-wins this will not only help to develop and maintain key relationships are a Business Partner but help the strategic goals of Companies House to deliver its key services to drive the UK’s economy (Forbes Business Council, 2021a)
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