 
1. Evaluate the advantages and disadvantages of the organisation structure in your organisation (or an organisation with which you are familiar) and evaluate the advantages and disadvantages of one other organisation structure. Within the evaluation, you should include the reasons underpinning the structure. (AC 1.1) 	Comment by James Moore: This is a good answer overall, so the comments hopefully help you lock in scoring a 4/4 for your answer!
Barcud Housing Association operates within a hierarchical organisational structure. Employees in a hierarchical organisational system are grouped together within departments and given supervisors. It is the kind of organisational structure that is most prevalent where workers can be categorised according to their role, function, location, or the kind of goods or services they offer (Indeed Editorial Team, 2023). A reason for this would be that in a tenant focused housing association it is a benefit when roles and responsibilities relating to reaching goals and objectives are clearly defined (Taylor & Woodhams, 2022). That way, the right specialists deal with appropriate issues to ensure effective services for tenants. 
However, this structure, limits organisations from adapting quickly (Taylor & Woodhams, 2022), by building divisions between departments, restricting the knowledge and communication between staff and other departments and preventing cooperation and creativity (Indeed Editorial Team, 2023).
Another structure that exists within organisations is a matrix structure Stuckenbruck (1979) describes the structure as an organisation with dual or multiple managerial accountability and responsibility is known as a matrix organisation. Two chains of command are typically present in a matrix: one follows functional lines, and the other following project, product, or client lines. This structure can seem attractive to adopt as it allows for the objectives of projects to be clear, integration of projects and chance are allegedly easier to achieve, it allows for efficient use of resources and increases morale. A matrix structure also allows for very open communication between teams and departments.
However, given that it is a functional organisation superimposed on a pure project organisation, the matrix organisation is by nature more complex than both of them. The problems listed below demonstrate this complexity: Conflicting guidance, difficult fast reactions, complex information flow, and difficulties in monitoring and controlling (Stuckenbruck, 1979).


2. Analyse connections between your organisation’s strategy (or an organisation with which you are familiar) and its products or services, and customers. (AC 1.2) 
Organisational strategy refers to the long-term plan that directs an organisation's decision-making process and aids in achieving its strategic goals and objectives. It describes the organisation, distribution, and utilisation of resources—including cash, personnel, assets, and stock—to facilitate business operations (Diaz, 2022). 
A typical sequence of events is as follows: first, an organisation is energised by customer demand for a good or service; second, the organisation gathers resources, knowledgeable staff, stakeholders, and capacity to meet the market; and third, to determine whether its initial strategic goals were achieved, the organisation evaluates stakeholder feedback, profits, and competitor analysis.
Barcud Housing Association’s strategic plan/objectives can be seen below.
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Figure 1: Barcud’s Strategic Objectives (Barcud, 2020)
Factors such as market conditions, competition, stakeholder perspectives, and customer behavior are interrelated and influence an organisation's decision to implement a particular strategy (Dessler, 2005). This is evident in Barcud’s strategy as external contexts such as climate change, increased Housing need in Wales and increased homelessness in Wales have been an influence when shaping these strategic objectives. Barcud’s strategic objectives lean heavily towards improving the service they provide to tenants and the local authority and not towards staff experience. Many organisations are like this for many reasons, the idea of prioritising employee wellbeing is a relatively new concept, managers and leaders are not always trained in creating a positive employee experience and some believe that employee satisfaction is the individual's responsibility (Martin, 2022). 	Comment by James Moore: It’s a good point, and many organisations are like this…can you find a reference (e.g. CIPD that backs this up)
There are strong links between Barcud objectives and its products and customers, because without happy and satisfied tenants, Barcud would not be able to continue to operate and house those in need. Supporting local authorities is also vital to deliver excellent quality services as most of Social Housing’s funding comes from the Welsh Government, therefore, creating and maintaining a strong relationship is vital if Barcud hopes to continue fulfilling its other objectives to provide more affordable housing and to be an organisation with robust governance and finances.
There are many ways in which strategies similar to these can be implemented, for example Potter's Generic Strategies, which refer to the extent and relationships between focus, differentiation, cost, and leadership, are an invaluable model for investigating further how organisations develop strategy. By limiting or enlarging its priorities, each term compares the competitive advantage of an organisation with the competition in the market (Potter, 2004)
Analysing vertical or horizontal integrations is another technique to develop and implement an organisation's strategy. Having direct control over its production processes rather than depending on outside contractors is what occurs in a vertical structure. Greater control over approval processes may improve the products' or services' fit for a particular clientele, which can be advantageous strategically. A flat employment hierarchy in a horizontal structure might provide more creative freedom in terms of development or service design. This may be beneficial since the company can accommodate clients with varying standards (McNamara, 2009).
Organisations such as Barcud can continue with what is working well and get rid of what is impeding business growth by reviewing and monitoring the progress with the strategic plan and objectives to identify its strengths and weaknesses (Mohr, 2022). 


3. Analyse three external factors or trends currently impacting your organisation (or one with which you are familiar). The impact of these factors or trends could be positive, neutral or negative, some are short-lived whilst others are long-lasting. Identify organisational priorities arising from the factors or trends analysed. (AC 1.3) 	Comment by James Moore: Just check you’ve answered the question - it’s asking you to identify 3 issues and discuss the upsides and downsides of this impact…
Three external factors impacting organisatons such as Barcud Housing Association are social and cultural changes, politics, and advances in technology.
Social and cultural 
In the same way that trends in fashion and style provide manufacturers with strong incentives to produce the kind of clothes and accessories that consumers want in the clothing industry housing association must keep up with trends relating to home and interior design (Parida et al, 2019). Frequent updating and modernising of homes would benefit social housing tenants by giving them a home they are proud of and would benefit the organisation by creating a good image and make them a housing association more desirable to many. The changes would be short term as trends change with the seasons (Parida et al, 2019) and could also cost a lot of money for the organisation.	Comment by James Moore: I get what you’re saying, but would social and cultural be more about the location of houses to access services such as schools…the quality of houses, particularly to potentially overcome issues such as pride in the home, running costs, etc	Comment by James Moore: There must be a source you can refer to here based on a publication into UK housing? There’s been a number of governmental reports into the issues…
Technological advances
Barcud Housing Association has benefitted greatly from the rise in social media usage which has a positive effect on businesses since it gives them a way to market their products and services and enhance their reputation (Bombiak & Marciniuk-Kluska, 2019). In Barcud’s case, this meant it was possible to promote new schemes such as the “rent to own scheme” which drew in custom and helped promote community events such as “fun days.” This in the long term will help Barcud become a household name and be able to give back to the community further. Lening into technological advances and adopting robotic chat boxed and A.I could improve the services Barcud provide to tenants.
Politics
Political changes such as Covid 19 and Brexit would have had a great impact on organisations such as Barcud who are largely funded by the Welsh Government. The changes would have been longlisting. Also, changes such as the Renting Homes Act completely changed the ways in which Housing Associations and landlords work. The laws and rules that govern and manage organisations are shaped by the political economy. Government decisions about labor laws, business regulations, and even employee union affiliations and relations are influenced by this. Regional population migration and demographic changes have an impact on the products that are produced and traded, as well as the makeup of the workforce and hiring practices in different organisations. It, therefore, is vital that organisations keep updated on any legislative changes that come from political shifts and update and change policies accordingly.


4. When setting out its view on automation, AI and technology, the CIPD states, ‘Automation, artificial intelligence (AI) and other workplace technologies are bringing major changes to work and employment.’ Assess the scale of technology within organisations and how it impacts work. (AC 1.4) 
Technology has grown to be an essential component of modern life, and businesses must be creative to keep up with the rapid advancement of new technology (Ireland, 2022). A company's use of technology frequently influences its organisational structure. The order in which tasks are completed, as well as the tools and personnel available to complete them, can have a big impact on how the company is managed. The digital age we live in today is bringing with it the quick development of new organisational structures due to satellite-based information systems and technology (Buhalis et al, 2019).
The introduction of ChatGPT and other generative AI chatbots, which are used by organisations such as Admiral has been a significant development. They are widely available, simple to use, and frequently free (or provide free trials). Generative AI uses pre-existing data patterns, such as text, photos, audio, and video, to produce new content. Generative AI can produce results quickly and individually. However, disseminating false information and bias at scale is risky since generative AI can produce incorrect and unsuitable results occasionally. This technology may affect jobs involving the synthesis of existing data in many ways. For instance, generative AI could assist educators in providing pupils with tailored feedback, facilitate software developers' understanding of coding, and assist HR specialists in drafting job descriptions (CIPD, n.d.). 	Comment by James Moore: Just be wary of the word “free” - it may be that there isn’t a direct immediate cost, but often the access to the data that is put into the software or about the people using it, is what the providers actually want…as per most social media platforms…	Comment by James Moore: In the case of work/workplaces, it may be that it forces organisations to be tied into a system that isn’t right for that organisation. 
The CIPD (2019) state that some employees are now more productive thanks to technology at work. One example being, cash is no longer used for product purchases or company transactions. Workplace technologies are already having an impact on people practices; for example, recruiting is now done online and through the use of applicant tracking systems (ATS); capacity training and development has moved from traditional workshops and conventions to more contemporary virtual meetings and sessions on platforms like Zoom, Google Meet, and Skype (CIPD, 2019).
Workplace automation and artificial intelligence are contentious issues. Some forecast possible large-scale employment losses, while others are more conservative. What really transpires will rely on how these forecasts are received by governments, businesses, and labour unions. Routine work and jobs may be eliminated by technology. Additionally, it can raise the caliber of already-existing employment and generate new ones (Mohdzaini, 2021)


5. Explain Edgar Schein’s model of organisational culture and explain one theory or model which examines human behaviour. (AC 2.1) 	Comment by James Moore: This answer is good, but you might just need to add in additional references/sources…

Eg Armstrong (xxxx) goes onto describe role culture as…
Edgar Schein states that an organisation's culture is not created overnight, but rather gradually develops as a result of changes that employees go through, how they adjust to their surroundings, and how they resolve issues. They take what they have learned from the past and apply it to their daily work, thereby establishing the workplace culture. New hires work hard to adapt to the new culture. Schein thought that an organisation's culture could be divided into three levels (Juneja, n.d.).
Artifacts 
The first level consists of the qualities of the organisation that people can readily see, hear, and experience. The organisation's mission and vision, office furnishings, amenities, employee conduct, and dress code are all considered artifacts that significantly influence culture in the workplace.
Values
The values of the employees, in Schein's opinion, make up the next level that makes up the organisational culture, meaning their reasons and their drive. The values of the people who work for the organisation have a significant impact on the culture of the company.
Assumed values
The third level of organisational culture encompasses the inner workings of human nature. These are implicit beliefs held by staff members that are difficult to quantify but have an impact on the organisation's culture. Certain facts and beliefs are kept secret, but they do have an impact on the organisation's culture. 
Handy’s organisation culture model
Charles Handy devised The Four Types of Culture in his 1978 book "Gods of Management." Each of the four cultural types has its own set of values and "personalities," and if you employ these styles consistently over an extended period, they can help establish the kind of culture desired within a company. 
Club culture - Based on relationships, authority, deference, and respect 
Role culture - Large, bureaucratic organisations with a hierarchical structure are frequently home to the role culture. The way an organisation approaches work is determined by a worker's role or a particular task that must be finished. Reliability, efficiency, and predictability are more important than personal preferences. 
Task culture - When an organisation evaluates an individual's performance based on the quantity of problems they solve and their outcomes. 
Existentialist culture - Where individuals are seen as the organisation's servants, there to assist it in achieving its objectives
Every culture has benefits and drawbacks of its own. An organisation can permanently shift their team or organisation to one of these cultures, or they can work toward adopting one of these cultures to fit a particular need or situation (Handy, 1995).


6. Assess how people practices in your organisation (or one with which you are familiar) impact both on organisational culture and behaviour, drawing on examples to support your arguments. (AC 2.2) 
The majority of workers are aware of the more overt human resources activities like hiring, dismissing, and handling paperwork. But culture and behaviour are also influenced by other practices. This is demonstrated by performance management, job design, technology implementation, pay equity, and well-being promotion (Gifford, 2014).
One of Barcud Housing Associations approaches to creating a positive culture is by assigning various “people champions” for example, mental health champion, training champion, menopause champion etc. They evaluate the current state of affairs in the company and determine ways to make it better within their assigned area. Barcud’s training champion, for instance, would proactively seek out areas where skills are lacking and present management with potential solutions and unearth insights that would otherwise stay hidden because of their focused and concentrated scope within the company, making people feel more engaged. This shows proactive action by higher management and researchers discovered that the company's overall growth was enhanced by proactive management (ICS Learn, 2022).	Comment by James Moore: Just out of interest, does this make the organisation more focused on learning? Does it make learning more effective? Does it help people to be more engaged? If there is any evidence, use it here!
Organisations can also influence culture and behaviour through the implementation of policies. Barcud have recently adopted a Health and Wellbeing policy. Encouraging well-being through policy implementation and wellness champions can reduce stress and foster productive workplaces where people and businesses can prosper. One of the main factors influencing employee engagement and organisational performance can be one's own health and well-being (Suff, 2023)
Barcud offer services such as a staff suggestion box and monthly employee forum meetings, where the minutes are available for all to read allowing room for employee voices to be heard. Employers benefit from an effective voice because it fosters employee trust, innovation, organisational advancement, and increased productivity. When workers express themselves verbally, they frequently feel more appreciated at work, have better career opportunities/career development, have more influence, and are made to feel more valued. In order to create inclusive workplaces with positive workplace culture, employee voice is crucial (CIPD, 2022). These possible outcomes have been positively cofirmed through monthly pulse surveys where staff express that there is transparency within the organisation, they feel valued as employees and they feel they can voice their views to management.


7. Peter Cheese, current CEO of CIPD asserts, ‘People professionals are a vital function in supporting businesses to adapt to rapidly changing circumstances’. Explain two different models or theories to managing change. (AC 2.3) 
Lewin’s Change management Model
Lewin created a model in the 1940s that is seen to be essential to comprehending organisational transformation. He likened his model to melting an ice block and then refreezing it in a different shape, seeing it as a three-step process, the three stages being; Unfreeze, Change then Refreeze (Channel, 2023).
Unfreeze:
According to Lewin, change can only occur when there is motivation to do so. For instance, dwindling revenue, a high employee turnover rate, or unfavourable customer service reviews may all call for reform. The team should ideally understand that to achieve increased operational efficiency, change is necessary. The following can help this process; Effective communication of the plan, obtaining support from all stakeholders, including upper management, and accepting input to improve the process. When everyone is willing, the changeover process will go more smoothly.
Change
Even though the initial phase's aim is to garner support for the change, it is understandable that it will take some time for everyone to fully accept it. However, as time passes, members of the company should progressively adapt their behaviours and mindsets to the new standard. During this time, it will be beneficial to: Maintain consistent communication about the changes' advantages; communicate each team member's personal impact; and be receptive to queries, which should assist to debunk any rumors.
Refreeze
When the team reaches the third stage of the process, the change is ingrained, and they are operating in a new way. Here, the fact that stability is being restored is crucial. This is an essential phase because, even while it is acknowledged that change is unavoidable and that there will probably be more changes in the future, there still needs to be a strong validation that the change was beneficial. (Channell, 2023)
Reactive approaches to change
Implementing change in response to a need, opportunity, or unforeseen circumstance is known as reactive change management. Having a workflow or backup plan in place will allow you to respond to changes in a constructive and organised manner. Reactive change may be required in a number of circumstances, such as when an organisation encounters a spike in demand for a particular product or when a software system crashes due to a flaw. Reactive change is sometimes sparked by significant shifts in the demand for an organisation's goods or services. For example, a business may decide to allocate more funds to purchasing newer, more effective equipment in an effort to draw in more clients in response to technology advancements and heightened competition (Indeed Editorial Team, 2022)


8. A variety of models have been developed to explain how change is experienced. Discuss one model that explains how change is experienced. (AC 2.4) 
One model that explains how change is experienced is the Kubler-Ross model or the “Change Curve”.
As reported by the CIPD (2023), the stages people go through when they experience change were identified by Elizabeth Kubler-Ross, a researcher on the subject of grief response, from whose work, the change curve was derived: 
Initially many people experience shock when they realise there is a need to change, and they often wonder why. 
The denial stage follows where an individual starts to believe nothing needs to change, everything is good, it won't work, and it won't happen. After this, the majority of people experience what can be the most trying period: an uncertain phase. People who are overwhelmed, nervous, and unsure of what to expect don't work well. The objective is to assist people in moving from this stage to the next, which is acceptance.
People begin to accept that this is the reality of the situation. After that, they'll begin to experiment to see what it means, what happens, and how they fit in. Acknowledging people's need to experience reality firsthand and guiding them from this point to the reflection stage is crucial. To address these,  it is important to let people voice their concerns and work to identify the underlying cause. Before going on to the last stage of integration and acceptance of the change, people can assimilate what they know, comprehend what is happening, and assess how it will affect them during the reflection stage.
Given the volume and speed of change that organisations are currently experiencing, it is imperative that people comprehend these stages and the need for them to accept the changes that are occurring around them. Encouraging people to go through each step is crucial to implementing the change and keeping it that way in the future. 
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Figure 1: Kuber-Ross, Cahnge Curve (Indeed, 2021)
There are however limitations to the change curve given that is based originally on bereavement. Further, when presented as a graph, it does imply that people go through each stage in a linear fashion, which is rarely the case. Along the curve, people can move forward, backward, and become stuck at different points. There are even those who never reach the end. It is important to remember that people's reactions to change are heavily influenced by their perception of their own power and influence in the circumstance. As a leader, you should help your team concentrate on the things they can control and let them help shape how this change will affect them (Trueman, 2022)	Comment by James Moore: If you look at the balance of the question, it’s asking you to discuss one model of change…just be wary of doing too much description and not enough critique…

9. The CIPD’s Health and wellbeing at work survey 2022 found, ‘There is less management focus on health and wellbeing compared with the first year of the pandemic’, and goes on to remark that this is disappointing. Assess the importance of wellbeing at work and factors which impact wellbeing. (AC 2.5) 
Healthy work environments help to support individuals' growth and potential. To do this, an atmosphere that actively encourages contentment must be established in order to benefit the organisation and its staff. Putting money into the well-being of employees can result in improved performance and productivity, decreased sick leave, stronger resilience, and better employee engagement. However, because they exist in a vacuum, apart from regular business, wellbeing initiatives frequently fail to live up to their full potential. Employee wellbeing priorities need to be ingrained in an organisation's culture, leadership style, and people management practices in order to truly benefit from it (Suff,2023)	Comment by James Moore: Bang in a reference/source/evidence here…
Businesses that genuinely care about employee mental health and wellness can reap benefits from recruiting and retaining top talent as well as from bringing out the best in each employee, which benefits both the employee and the company that supports them. McIntyre (2021) noted that two-fifths (39%) of workers nationwide have reported a deterioration in their mental state as a consequence of their employer's failure to provide support for their well-being during the pandemic. This has resulted in 30% of respondents seeking employment elsewhere and 25% decreasing their productivity. Employers in the UK as a whole lose up to £45 billion annually due to poor mental health.
On an employee level, Gendron (2022) found that employees who experience support at work are 41% more inclined to stick with their jobs and are 64% more energised. The inclusion of mental health in an employee motivation program takes into account how workers' mental health influences their capacity to perform at their highest level, in addition to the external motivators (bonuses, promotions, and recognition).
Some factors identified to have an impact on wellbeing are; job design, which includes employees having control over the work they do, social support for employees, hours worked and overtime, lack of work-life balance, where family and work commitments conflict, economic security/insecurity, justice at work, employees being treated fairly and prioritising employee health by offering health insurance for example (Musilek, 2019).


10. The CIPD Profession Map states ‘People practices are the processes and approaches that we use across the employee lifecycle’. Discuss the links between the employee lifecycle and different people practice roles. (AC 3.1) 	Comment by James Moore: Good answer - you might want to add something about the specific HR/People roles - e.g. recruitment, training, etc.
People's practices are the methods and procedures used during an employee's lifecycle. Analysis of learning needs, talent pools creation, policy development, data analysis, grievance management, and hiring are all examples of this (CIPD, 2023).
Organisation attractiveness and its appeal to prospective employees is the first step in the employees lifecycle where the following must be critically assessed, the employee value proposition, the requirements of the organisation, the overall image/brand of the organisation to outsiders and also, the most effective ways to meet these criteria so that it leads to proactive job design and recruitment activities (Dessler, 2016). Some of the most valuable components of the recruitment strategy that create a more attractive image of an organisation are staff benefits, culture, career development opportunities and remuneration, all of which can be listed on job advertisements and the organisations website and media (Armstrong, 2020).
Following attraction and recruitment, people practice professionals onboard employees through the induction process. The impact of an employee's initial impressions of an organisation on their job happiness and team cohesion is substantial. An organisation can use induction as a chance to welcome a new hire, assist with their transition, and make sure they have the resources and assistance necessary to carry out their job. Effective onboarding can impact absenteeism, employee turnover, and company branding for an employer (McCartney, 2023).
Depending on the size and structure of the company, different people will be in charge of different aspects of the induction process. The line manager is in general responsible for an employee's induction, but Human resources are primarily in charge of designing, developing, and assessing induction policies and programs. These HR specialists will probably be the employee's first point of contact with the company and will oversee the implementation of some induction program components. They also make sure that critical information (bank account details, documentation proving one's eligibility to work, etc.) is gathered and that the employee is aware of what to expect from the induction program (McCartney, 2023).
Once employees are settling the next stage prioritised in the employee lifecycle is retention. Employee satisfaction is given priority in retention.  It aims to comprehend well-being-related elements that influence attrition and retention.  Retention is impacted by a wide range of experiences, including engagement, leadership, compensation, and culture (Armstrong, 2020)
The exit interview is the last phase. Practices interact with the departure experience by recording comments and making sure departing employees feel respected and heard.


11. Analyse how people practice connects with other areas of an organisation and supports wider people and organisational strategies. (AC 3.2) 

According to Armstrong (2020) ensuring that every organisational function operates at peak efficiency and retains alignment with organisational strategy is the top goal for people practices. Because these processes are iterative, people practices can use horizontal integration by combining resources and directing them in the direction of the goal. According to Armstrong and Taylor (2020), encouraging strategic development inside each department, providing resources and training to meet goals, and modelling the strategy independently are some efficient ways to do this.
 
People practices give interconnected support for every person, function, and strategy, meaning an organisation and its people gain further, broader support from people practices through such things as job design, performance monitoring, and talent management (Armstrong, 2020).

Any organisational strategy's ability to be implemented and delivered successfully depends on its workforce, which is represented by the HR division. Without the appropriate people in the right positions with the right talents and the will to perform to the best of their abilities, the company will not be able to meet its strategic objectives. The Human Resources department performs essential tasks that are essential to the long-term success of any plan, going well beyond roles in administration, hiring, or compliance (Bullivant, 2022).

One example of Human Resources/people practices’ impact on an organisation on a larger scale would be employee engagement practices. For every organisation, three things are essential: productivity, quality, and service.  The HR department is aware of the importance of learning and then prioritising what motivates people to be invested in their work and to exert discretionary effort in it, which in turn improves services and results (Bullivant, 2022)

Another example mentioned by Bullivant (2022) is training and development. A company with a learning culture and an investment in its employees has a competitive advantage in the market and is more likely to draw in and keep top talent. Employees should be sent on appropriate training courses in addition to receiving on-the-job training, stretch tasks identification, coaching, and mentoring to help them apply what they have learned and expand their skill set.

Change management is another example mentioned. The Human Resources department is crucial in ensuring that within the organisation there is a workforce ready and able to perform and deliver the work as the organisation expands. Persuasion, execution, and vision are the three essential elements of change. Since the latter is frequently overlooked, having an HR specialist on staff is essential. HR directors are aware of the feelings associated with change and can assist managers in assisting staff members in accepting and adjusting to a changing work environment.


12. Discuss processes you have, or could use, for consulting and engaging with internal customers of the people function in order to understand their needs. (AC 3.3) 
Internal customers are individuals who are part of your organisation and obtain goods or services from other divisions. These stakeholders could be workers, subcontractors, associate companies, individuals, or according to some definitions they would be referred to as suppliers. From a Human Resources perspective, making employees feel like valued internal clients can enhance their work experience (Sage, 2021). To do this, it would be helpful to start by gathering input from current employees regarding their needs to create a positive internal customer experience. Businesses that consistently express gratitude for input may have the best results when establishing open communication channels. After they have a clearer grasp of needs, they can put new channels of communication into place, establish internal support service standards, and recognise employee achievement. 
A positive work-life balance, functional technology, empathetic management, pleasant working conditions, and fair compensation are all factors that could potentially enhance the internal customer experience (Indeed Editorial Team, 2023).
Some of the most common ways to identify the needs of internal consumers are departure interviews, pulse checks/surveys, review sites, focus groups, and engagement surveys for new or existing employees (Drucker, 1994). Methods that allow for anonymous learning, gives people professionals a special chance to hear directly from workers and internal customers about their experiences working for the organisation. Physical deficiencies, ecological issues, unfair procedures, and other issues can be considered impediments to internal customer satisfaction. Employee opinions are appreciated and have been heard when professionals engage with such results (Turner, 2001).
The organisation as a whole may benefit from employee involvement and consultation strategies that pinpoint internal customer demands as they promote cohesiveness and streamline procedures. The outcome is a positive one when workers are productive in their work. Ensuring that staff receive clear direction on expectations from managers is crucial in guaranteeing proper production. Employees can produce high-quality work and satisfy the demands of the organisation and external clients by sharing the procedures in place and giving them the resources, they need (Wahome, 2023)

Word count: 














References

Armstrong, M. (2020) Armstrong’s handbook of strategic human resource management : improve business performance through strategic people management. Seventh edition. London: KoganPage.
Armstrong, M., & Taylor, S. (2020). Armstrong’s Handbook of Human Resource Management Practice. 15th edn. London: Kogan Page. (Originally Published: 1977).
Barcud Cyf (2020) Available at: https://www.barcud.cymru/strategic-objectives/ (Accessed: 13th of December 2023)
Bombiak, E. and Marciniuk-Kluska, A., 2019. Socially responsible human resource management as a concept of fostering sustainable organization-building: Experiences of young polish companies. Sustainability, 11(4), p.1044.
Buhalis, D., Harwood, T., Bogicevic, V., Viglia, G., Beldona, S. and Hofacker, C., 2019. Technological disruptions in services: lessons from tourism and hospitality. Journal of Service Management, 30(4), pp.484-506.
Bullivant, G.G. (2022) How HR supports organisational strategy, Gemma Bullivant. Available at: https://gemmabullivant.co.uk/how-hr-supports-organisational-strategy/ (Accessed: 11 January 2024).
Channell, M. (2023) Lewin’s Change Management Model: How to implement organisational change, TSW Training. Available at: https://www.tsw.co.uk/blog/leadership-and-management/lewins-change-model/#:~:text=Key%20points%3A,it%20in%20a%20new%20shape. (Accessed: 10 December 2023).
CIPD (no date) Automation, AI and technology, CIPD. Available at: https://www.cipd.org/uk/views-and-insights/cipd-viewpoint/automation-ai-technology/ (Accessed: 30 November 2023).
CIPD (2019) People and machines: From hype to reality, CIPD. Available at: https://www.cipd.org/uk/knowledge/reports/people-machines-report/ (Accessed: 30 November 2023).
CIPD (2022) CIPD | Employee Voice, CIPD. Available at: https://www.cipd.org/uk/knowledge/factsheets/voice-factsheet/. (Accessed: 19 December 2023)
CIPD (2023) Change management: A guide for people professionals, CIPD. Available at: https://www.cipd.org/uk/knowledge/guides/change-management/ (Accessed: 30 November 2023).
CIPD (2023) The profession map / core knowledge / people practice, CIPD. Available at: https://www.cipd.org/uk/the-people-profession/the-profession-map/explore-the-profession-map/core-knowledge/people-practice/ (Accessed: 07 January 2024).
Dessler, G. and Varrkey, B., 2005. Human Resource Management, 15e. Pearson Education India.
Dessler, G. (2016) Human Resource Management. 15th edn. Cambridge: Anspear.
Diaz, D. (2022) What is an organisational strategy?, University of Wolverhampton. Available at: https://online.wlv.ac.uk/what-is-an-organisational-strategy/ (Accessed: 14 December 2023).
Drucker, P.F. (Peter F. (2007) Innovation and entrepreneurship : practice and principles. Rev. ed. Amsterdam ; Butterworth-Heinemann.
Gendron, J. (2022) 4 ways to weave mental wellbeing into employee motivation, Reward and Employee Benefits Association (REBA). Available at: https://reba.global/resource/4-ways-to-integrate-mental-wellbeing-into-employee-motivation.html (Accessed: 02 December 2023).
Gifford, J., (2014). CIPD | Minds at work Developing HR Behavioural Science [online]. CIPD. Available at: from: https://www.cipd.org/uk/knowledge/reports/hr-report?ref=michaelhr.com (Accessed: 19 December 2023).
Handy, C.B. (Charles B. (1995) Gods of management. [3rd ed]. London: Arrow.
ICS Learn, (2022). Identifying Champions in the Workplace to Increase Morale | ICS Learn [online]. ICS Learn. Available from: https://www.icslearn.co.uk/blog/career-development/identifying-champions-in-the-workplace-to-increase-morale/ (Accessed: 19 December 2023).
Indeed (2021) Understanding the kübler-ross change curve in the workplace, Indeed. Available at: https://www.indeed.com/career-advice/career-development/change-curve (Accessed: 30 November 2023). I
Indeed Editorial Team (2023) 10 types of organizational structures for businesses - indeed. Available at: https://www.indeed.com/career-advice/career-development/types-of-organizational-structures (Accessed: 14 December 2023).
Indeed Editorial Team (2022) What is reactive change management? A definitive guide, Indeed. Available at: https://www.indeed.com/career-advice/career-development/reactive-change-management (Accessed: 10 December 2023).
Indeed Editorial Team (2023) Internal vs. external customers: What’s the difference? Available at: https://www.indeed.com/career-advice/career-development/internal-vs-external-customers (Accessed: 13 January 2024).
Ireland, J. (2022). Technology in the workplace: how it’s evolving, and how to stay ahead of the curve. [online] Reed.com. Available at: https://www.reed.com/articles/technology-in-the-workplace-advantages-evolution [Accessed 18 Jan. 2024].
Juneja, P. (no date) MSG Management  Study  Guide, Edgar Schein Model of Organization Culture. Available at: https://www.managementstudyguide.com/edgar-schein-model.htm (Accessed: 30 November 2023).
Martin, J. (2022). Employee Wellbeing: Why Don’t More Employers Prioritise It? [online] Indeed for Employers. Available at: https://www.indeed.com/lead/why-employers-should-prioritize-employee-well-being-happiness [Accessed 20 Jan. 2024].
McCartney, C. (2023) Induction: Factsheets, CIPD. Available at: https://www.cipd.org/uk/knowledge/factsheets/induction-factsheet/ (Accessed: 07 January 2024).
McIntyre, K. (2021) Why wellbeing in the workplace is so important, People Management. Available at: https://www.peoplemanagement.co.uk/article/1744109/why-wellbeing-workplace-important (Accessed: 02 December 2023).
McNamara, D.E., 2009. From Fayols mechanistic to todays organic functions of management. American Journal of Business Education (AJBE), 2(1), pp.63-78.
Mohdzaini, H. (2021) Technology and the future of work: Factsheets, CIPD. Available at: https://www.cipd.org/uk/knowledge/factsheets/emerging-future-work-factsheet/ (Accessed: 30 November 2023).
Mohr, A. (2022) The importance of strategic planning, Investopedia. Available at: https://www.investopedia.com/financial-edge/0612/the-importance-of-strategic-planning.aspx (Accessed: 14 December 2023).
Musilek, J. (2019) The top 7 workplace factors that impact employee health, Great Place To Work. Available at: https://www.greatplacetowork.com/resources/blog/the-top-7-workplace-factors-that-impact-employee-health (Accessed: 02 December 2023).
Parida, V., Sjödin, D. and Reim, W., 2019. Reviewing literature on digitalization, business model innovation, and sustainable industry: Past achievements and future promises. Sustainability, 11(2), p.391.
Porter, M.E. (2004) Competitive strategy : techniques for analyzing industries and competitors. 1st Free Press export ed. New York: Free Press.
Sage (2021) What is an internal customer?, Sage Advice Ireland. Available at: https://www.sage.com/en-ie/blog/glossary/what-is-an-internal-customer/#:~:text=Internal%20customers%20are%20people%20within,%E2%80%93%20by%20some%20definitions%20%E2%80%93%20suppliers. (Accessed: 13 January 2024).
Suff, R. (2023) Wellbeing at Work, CIPD. Available at: https://www.cipd.org/uk/knowledge/factsheets/well-being-factsheet/#:~:text=Fostering%20employee%20wellbeing%20is%20good,employee%20engagement%20and%20organisational%20performance. (Accessed: 02 December 2023).
Stephen Taylor, C.W. (2022) Studying Human Resource Management: A Guide to the Study, Context and Practice of HR. Third edition. London: Kogan Page.
Stuckenbruck, L. C. (1979). The Matrix Organization. Project Management Quarterly, 10(3), 21–33.
Trueman, L. (2022) The change curve and the mistakes managers make when using it, TruemanChange. Available at: https://www.truemanchange.co.uk/our-resources/the-change-curve-and-the-mistakes-managers-make-when-using-it#:~:text=As%20we%20mentioned%20earlier%2C%20the,at%20points%20along%20the%20curve. (Accessed: 30 November 2023).
Turner, S. (2001) Tools for success: A manager’s guide. London: McGraw-Hill.
Wahome, J. (2023) The internal customer: ‘inside-out approach’, LinkedIn. Available at: https://www.linkedin.com/pulse/internal-customer-inside-out-approach-customer-experience-trainer (Accessed: 14 January 2024).


image1.png
& Homel|N X

<«

@ culture £

x

O Referenc X

G matrixst X | = Organise X | < FreePar X

C' @ barcud.cymru/strategic-objectives/

=

barcud

Aboutus  TenantServices  FindingaHome  Help &Resources

To provide 5,000 affordable, mixed tenure, high
quality sustainable homes in Mid Wales by 2025

To be a tenant focused social business, which
involves customers at all levels and operates
bilingually

To be an employer of first choice that supports the
local economy and communities

To be an organisation with robust governance and
finances

BX The Mat

Jobs.

x | B mycitat. x | # cPplev x | § Amstor x

News  Contactus  Members Area 2 REGISTER

To be an excellent community landlord, which also
offers support and care services

To support the work of local authorities and the
Welsh Government to prevent and tackle
homelessness in all its forms

To be a sustainable, low carbon organisation

We use cookies on our website to give you the most relevant experience by remembering your preferences and repeat visits. By clicking “Accept’, you consent to the use of ALL the
cookies.

) Strateg

x

LOGIN

£ PAYRENT

Cookie settings

ACCEPT





image2.png
Morale

Integration

Decision

Frustration

Experiment

Depression

Time




