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Bluestone National Park Resort – Information Sheet

This information sheet will help to support the on-boarding of new members of the People Team. This document will help new team members be effective in their role, and help them understand the organisation’s activities, goals and how the external environment impacts these.

AC 1.1
As a member of the people team, it is important to understand some key external influences that could potentially or are already impacting our organisation. At Bluestone, we welcome hundreds of thousands of guests each year and are always looking at ways to enhance our guests’ experiences. In a world that is dominated by technology, the hospitality industry is greatly affected by this external factor. An example of this already affecting Bluestone is the introduction of using QR codes and online menus. Instead of our guests heading out to restaurants and cafés, they can simply scan QR codes from their accommodations have this delivered, which is a seamless experience for guests. Boston University (2023) explain how the introduction of service robots and artificial intelligence has also affected the guest experience, this could come from introducing robot greeters, robot chefs or robot housekeepers into an organisation, all of which help in lowering the cost an organisation spends on operational staff whilst speeding up service in the meantime. With that being said, the use of artificial intelligence within our organisation could aid towards a massive decrease in employment opportunities across the business. However, Shetty (2023) debunks the criticisms stating that the human element of the hospitality industry is vital and will never go away despite the rise of technology. 
As a resort, Bluestone is also greatly impacted by the economy.  When the economy is on the rise it is no surprise to see an influx in our guests willing to spend more to stay in more luxury accommodation styles, spend money dining in our restaurants and taking part in our activities This then means that when the economy is struggling, our guests will be limiting their expenses on accommodations and travel. A prime example of how the economy is currently affecting our business and the rest of the hospitality industry is the current cost of living crisis. Taylor (2023) highlights how guests expectations rise when they become more selective in their financial choices and to meet these expectations, businesses could find themselves investing more time and money in training their staff and offering different products.  
Alongside the economy, political decisions could potentially play a huge role in the way our business operates. For example, during the COVID-19 global pandemic, the government enlisted a strict travel ban which resulted in the short closure of Bluestone. As a result of the worldwide pandemic, the Office for National Statistics (2021), reported that the turnover in the travel and tourism industry fell to 9.3% in May 2020. Employment rates saw the biggest decrease out of any industry between 16 – 24-year-olds during the pandemic. This is something that many businesses, including Bluestone are yet to fully recover from. As a member of the people team, you will play a vital role in the reassurance of employees during the time of external factors affecting our business. Therefore, it is important you are always aware of the potential risks external factors could have to the company. 

A.C 1.2   
A business goal statement from our CEO William McNamara is to deliver ‘Free Range Fun’ by improving our Corporate Responsibility programme and our aims are to exceed legislative where possible. (Bluestone 2023). We can see that our efforts to provide a more sustainable organisation has not gone unnoticed, as Future Greens Commissioner Sophie Howe has applauded our organisation for already reducing our general waste by 40% and for enhancing biodiversity. As we continue to look for ways to be a more sustainable organisation, we encourage and ask our employees to join our ‘Team Planet’ group to help ensure these practices are continuously improved.  Another business goal is to improve the efficiency in how our organisation deals, responds and rectifies guest issues by at least 80% by 2025. To achieve this, our Guest Services Manager has come up a business plan to present to the CEO with the hopes of recruiting a full social media team. To help assist with this, the People Team have helped to log the statistics in the rise of messages, complaints and queries coming through on social media with this showing an increase of 104% in 2022 compared to 2019. It is important that any goals business wish to achieve are thoroughly planned, Waite et al (2021) explains that without goals and plans there is no motivation for organisations or individuals to achieve. Waite expands to say that to be successful and achieve these, organisations should follow a clear SMART structure. This is supported further by Sands, (2021) who explains that planning goals gives a clear direction and helps to reinforce mission statements and business objectives. It is important that organisations communicate any business goals with employees as this can help them to feel a sense of inclusion towards the goal. This is supported by a survey conducted by Harvard Business Review (2013), in which two thirds of employees surveyed explained the most impactful drive for employees is when these goals are communicated clearly and understood. 

A.C 1.3
Bluestone National Resort Park offers a wide range of services from accommodation, restaurants and activities. Waite et al (2021) describes how when businesses present their service to their customers it is common to highlight the benefits to help capture interest. For example, a service that Bluestone offers to our guests in an option to have takeaway food delivered to their accommodation, whilst we have restaurants on site for guests to dine-in as a service, it can be compelling for guests to order a takeaway to their accommodation. However, this would need to be marketed and communicated well for both our business and our guests to feel the benefit. It is important at Bluestone that we understand our customers otherwise we would not understand what we need to offer them, due to advertising and presenting ourselves as a family friendly resort, it is important we provide services that reflect that. This could include family-friendly activities such as bowling, table tennis, swimming or laser tag. Waite et al (2021), presents that there are five stages in the customer lifecycle which are awareness, acquisition, conversion, retention and loyalty and highlights that it is important that organisations delight their customers at every stage to eventually reach the stage of loyalty. It is important as a business the know and understand your marketplace as this could reduce the risk of making bad decisions and will help to understand what your customers want to provide unique selling points and differ from competitors. (Lloyds Bank, 2023)
A.C 1.4
There are many ways that people professionals could use information and communication technologies to help improve working practices and collaboration. In a world where technology is growing rapidly, digital communication seems to be essential in both attracting and retaining a strong workforce. (Postelnyak, 2023). At Bluestone, we encourage all our employees to download our company wide communication app, Engage4, where all the latest communications and updates about our business are posted daily. This also gives our employees a chance to collaborate and communicate with each other which could mean posting shoutouts towards certain employee’s, asking questions and responding to business updates. 
Microsoft Teams has also helped to revolutionise how employees communicate across organisations in a post COVID-19 society. At Bluestone, Microsoft Teams is used daily across the organisation with employees collaborating through live chat feeds or videochats, where they may have had to meet physically in previous years to collaborate. Microsoft (2023), states how the app integrates all their previous apps to help provide employees with the tools they need to communicate together effectively, something which has proven to be extremely successful in Bluestone during recent years. 
Aside from using Microsoft Teams, our business uses SharePoint as our “intranet hub centre”, with each department having their own sub-page, this allows our employees to gain a greater understanding on how every department in the business contributes. Having a SharePoint for our organisation allows for increased productivity. SharePoint can be accessed from any device and allows employees with the permissible access to find the files they need to help drive their productivity.  This is supported by CardioLog Analytics, (2023), who highlight that amount of time it could take for both managers and employees to search for a paper copy of documents and files. 
AC 2.1 
Fincham and Rhodes (2005, referenced in Waite, et al, 2021) defines organisational culture as the set of beliefs, values and norms that represent the unique character of an organisation. This is expanded on further by Waite et al, (2021) who explains that the culture in organisations provides people with indications and context of what is acceptable or not. By doing so, this can help employees understand who they are in organisations, how to behave and learn the appropriate emotions, responses and actions. As people professionals, we need to understand that our actions can have significant impact on our organisational culture. It is important to encourage and champion a positive workplace environment and as people professionals, we can do this by understanding our organisations core values, creating and following fair policies and procedures, having an ‘open-door’ policy to help encourage communication, championing and rewarding our employees. For Bluestone, genuine care, true ownership and growing together as a team are the three core values that we try to instil and promote throughout our organisation. By investing in a positive workplace culture, organisations can find themselves more likely to retain their employees as they begin to feel a sense of purpose. Northwest Executive Education (2023), explain that promoting a positive workplace culture can be even more beneficial than having your employees feeling a sense of purpose and lower absenteeism. This can include, higher retention of employees, more productivity at work, encouraging collaboration, and allowing our employees to feel inspired and more creative. 
A.C 2.2
As people professionals and line managers, it is vital to understand how different aspects and functions of an organisation all interconnect. This is because all aspects share and uphold the same values that are those of the organisation, therefore, people professionals and line managers should be aware in understanding that changing one area of an organisation can affect a completely different area. The McKinsey 7-S Model was developed to help show and understand that there are seven key aspects of an organisation that are all dependent on each other. (McKinsey, 2008).
These seven key aspects are listed as:
1. Structure – how different aspects of an organisation relate.
2. Systems – what is used to carry out work.
3. Style – how managers are behaving in achieving the goals of an organisation. 
4. Staff – our employees.
5. Skills – the capabilities of individuals.
6. Strategy – a plan to reach specific goals.
7. Shared values – the centre of the model and is the beliefs, values, and attitudes of an organisation. 

Bosley, (2023) reiterates that people professionals or those working in a HR environment, play a huge role when looking into organisational design and systems. This due to organisations realising that employee’s performance and the organisations success is dependent on having effective people practices. When organisational systems require change, it is important to be pro active in understanding how this could affect a different aspect of the organisation and what could be put in place to manage this. For example, if an organisations L&D strategy changes, they will review what can be kept, what needs to be changed and what needs to be improved, which would be linked to staff and skills. As the strategy changes, people professionals or those working in an HR function, could find themselves reviewing and updating job descriptions for employees. This in theory would then impact the staff and the skills that they need to carry out their jobs effectively and employees may need additional training to accommodate this. Therefore, people professionals’ actions or work can affect parts of the organisation elsewhere. 
A.C 3.1
In a world that is constantly changing, it is important that organisations change too. Waite, et al (2021), describes how change is a part of life and organisations need to constantly develop. The more we are aware of change and are proactive in understanding the implications this could have to our organisation, the more likely we are to manage it effectively. The CIPD (2023) list some potential risks that could occur if change is not planned or managed effectively, this could include loss of employees, the removal of senior management, loss of credibility and potential damage to employee motivation and engagement. Forsyth (2012) suggests change is made successfully in organisations daily, due to careful planning. This is expanded on further as Forsyth lists crucial success factors that should be followed when trying to plan and manage change effectively. These are; having an understanding of the organisation, communicating the change clearly, having a shared vision that is understood by all, culture compatibility and strong leadership. If one of these is lacking there is potential risks for employee resistance, culture disruption, and misunderstanding, which could result in ineffective planning. Therefore, as a people professional or someone who works in an HR function, it is important that we encourage and champion change, but it is also equally important how this planned.
A.C 3.2
People professionals play a vital role when change is being implemented in an organisation. People professionals or those working in an HR function could be instrumental in establishing the change agenda. For example, organising work calendars and time milestones that help organisations become time conscious which in theory, creates better planning for change (Indeed 2023). Waite, et al (2021) explains that people professionals should lead change ensuring that it is effectively communicated, understood and accepted. The Change Curve theory (Kulber-Ross, referenced in Waite, et al), shows the emotions and responses occur when change is being implanted in an organisation. These are, shock and denial, anger, bargaining, depression and acceptance. The Change Management Insight (2021) explain how when going through emotions related to change this could impact employee’s performance, turnover and increase the risk of conflict within an organisation. It is through these responses that people professionals should make the well-being of employees a key focus, and they could play the role of a ‘critical friend’. Mell (2022) describes how by acting as that ‘critical friend’ could help drive the business forward through change, they can act as someone who can offer advice through a position of professionalism and experience, this is supported further by Waite et al (2021), who explains that how employees are able to react and ‘bounce back’ from negative emotions are based off of the support network they have around them. 
AC 3.3
There are several ways that organisational change can impact people, both positively and negatively, that people professionals should be aware of. One of the biggest impacts, and one that should be a key focus for people professionals is the mental stress and anxiety that can be inflicted on employees due to organisational change. Wickford (2019) explains how this could be brought on by a number of a factors when implementing change in the workplace, such as lack of communication, fear or perceived injustice and unfairness. However, Saleh (2023) suggest that employees are anxious when change occurs if they are not involved in the process and therefore, are more likely to support the change if they are included. In cases where the structure of an organisation comes under a need for change, there could be instances where people professionals could find themselves evaluating the need for specific roles or skills and as a result, updating current job descriptions. This could lead to a change in job roles for certain employees whether that be for better or worse. However, when changing your employees’ contracts of employment, ACAS (2022) explains the importance of understanding the number of employees that you are affecting and that if this is not well managed, the risks that could arise because of this such as, legal claims, damaging work relationships and increased absenteeism. Furthermore, the employee’s financial situation can be changed if job roles are altered in any way, this can be positive or negative depending on the situation and whether the pay has increased or decreased because of organisational change. 
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