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ParcelCare is a long-established national parcel and package delivery service. ParcelCare is now finding it difficult to attract, recruit and retain staff throughout the organisation. You have just started in your new role of People Manager and have been asked to report to senior leaders on how these issues can be addressed. In preparation, you write answers to the 10 questions below.

To help the reader, please make use of headings and assessment criteria references to signpost the assessment criteria being addressed.
New entrants to the parcel delivery market and other labour market competitors have adversely affected ParcelCare’s ability to compete in labour markets. Explain how ParcelCare can strategically position themselves in competitive labour markets. (AC 1.1) 
Attracting and retaining staff is challenging, Parcel Care taking an active approach understanding the labour market, looking at what other companies are doing different will help strategically position themselves, standing out over competitors (Armstrong and Taylor,2023) (CIPD 2024f).
Forbes suggest it’s vital to have competitive advantage in changing labour markets to drive growth and success, suggesting, reviewing competitors branding, metrics, data, market leads, listening to employees, investing in leadership training and driving customer focused culture is key.
SWOT analysis would assist Parcel Care in identifying strengths, weaknesses, opportunities and threats ensuring Parcel Care are continuously reviewing plans to stay ahead of competitors and future threats, it would prove useful to undertake SWOT analysis regularly due to market vulnerability (CIPD 2025a). Impact of not positioning Parcel Care strategically could mean they fall behind within market and less appealing to customers and potential new employees. (Forbes 2023a).
Competitor analysis helps organisations assess what others are doing, identifying Parcel Care competitors, looking at their branding, strategies, identifying future trends by utilising data to keep up with competitors within the market,  for example, the Randstead report 2024 assesses feedback from 12,100 UK workers, 173,000 employees globally and over 6,000 employers aiming to help employers shape branding to be competitive, the report suggests work-life balance, attractive salary and benefits,  job security , training and equality as key areas, the findings will help Parcel Care review their strategy to ‘nudge’ individuals to parcel care and strategically position themselves (Randstad 2024).
Competitive reviews involve analysing job posts, LinkedIn, facebook positioning, assessing how long job posts been advertised, viewing competitors salaries and bonuses, what incentives are being offered by other delivery organisations.
[bookmark: _Hlk200294004]Employee Value Proposition is also key in assisting Parcel Care ,the concept of offering more than monetary rewards by investing in employees, showing loyalty, enhancing employee wellbeing, training and career opportunities, better work life balance and flexibility embedded within the organisational culture from the start of the employee lifecycle, becoming an employer of choice, promoting branding to standout from competitors promoting the organisations image positively to attract and retain staff, seeing what’s working for others and what changes can be made within strategy to stay ahead, its key to undertake analysis on monthly basis and review data to aid decision making (Taylor and Woodhams 2022) (CIPD 2024a) (CIPD 2025g).

Mcdonalds redefined their branding, being historically viewed negatively offering low wages and benefits, they worked hard rebranding to improve their image, offering better work life balance, flexibility, impressive training and development programs helping retain and attract employees to regain position in the market (Taylor and Woodhams2022).
Parcel Care needs to understand the market and adjust by giving employees options, be persuasive to ‘nudge’ new people to Parcel Care over competitors (Mindtools 2022).
The nudge theory suggests human behavior is influenced by environment, the psychological impact, believing that behavioral science is about shaping behavior and creating optimum conditions for effective thinking (Taylor and Woodhams 2022).

Explain the impact of changing labour market conditions on resourcing decisions at ParcelCare. (AC 1.2)
Supply labour are skilled individuals looking for employment, demand refers to employers seeking employees to meet operational needs (Armstrong and Tayor 2023).
Changes in labour market can affect how Parcel Care is run and decision making whether demand is high or low, for example, changes in buying habits during COVID resulting in increased online shopping, to meet demand Amazon recruited additional 25,000 more British workers than previously anticipated, showing how Parcel Care’s strategy needs to be flexible and reviewed to adjust within fluctuating market conditions (NEWS 2022).
In changing labour markets, PESTLE would prove useful for Parcel Care in resourcing decisions analysing external factors, Political,Economic,Sociological,Technological,Legal and Environmental to assist strategic decision making, without methods in place, decisions can be made erratically proving detrimental to Parcel Care, such as loss of business, customer dissatisfaction, loss of productivity, damaged reputation and lack of competitiveness (CIPD 2025b) (CIPD 2025g)
COVID is an example where businesses needed to adjust strategy quickly, the need for employees to work from home quickly grew due to social distancing requirements, many organisations have sustained this working due to cost savings, employees commuting costs, work life balance, showing how market conditions can dictated decisions rapidly, attitudes have changed and more demand for work life balance has emerged changing supply and demand. (CIPD 2025i)
If labour demand is high but supply is low it’s a tight labour market, earnings rise due to demand, possible impact being unable to meet delivery demands effecting customer satisfaction impacting Parcel Care’s reputation which could mean loss of contracts and competitiveness.
If availability of drivers were high but demand low, there are less vacancies and therefore slack labour market, employees have less employment options, Parcel Care decision making would look different as job seekers could be more flexible and open to part time or temporary contracts as the market is saturated, proving beneficial as Parcel Care have room for negotiation with potential employees (Armstrong and Taylor,2023).
Changes in labour market can also be observed by ONS where data on earnings and employment types can be obtained assisting decision making (ONS 2021).  
Decisions can also be impacted by other factors, such as economic indicators, local, regional and national, marcro and micro aspects of the market (CIPD 2025g). The spring Labour Market report provides data on currently trends, for example, net employment balance dropping lowest on record, recruitment down from previous quarter within private sector, redundancies remaining high at 1 in 4, this data can help Parcel Care assess the market. (CIPD2025D)
Employer Survey’s undertaken internationally explore trends, challenges and opportunities helping organisations better understand what employees valued the most and better align their stragegy (CIPD 2025d).

You are aware that workforce planning has not been carried out in the past and decide to persuade the senior leadership team that this activity is worth doing.  Analyse the impact of effective workforce planning, making clear how Parcel Care could benefit from this activity. (AC 2.1) 
Workforce planning is understanding business needs, analysing current workforce, identifying skills and knowledge gaps , listening to employees’ views, reviewing job satisfaction, identifying future skills and capabilities and scenario planning to help formulate contingency plans to achieve future goals. Implementing an effect Workforce plan, Parcel Care will become adaptable and agile reactive to change (Armstrong and Taylor 2023).
Workforce planning involve hard planning, looking at numbers to predict staffing levels and skills required, using numerical or statistical date will give Parcel Care insight to trends to help predict future needs, soft planning involves defining strategy framework, good quality management information set within a strategy helps maximise performance assisting decision making (CIPD 2024b)
The benefits of Workforce planning for Parcel Care is vast, having a strategy in place, future focused will help Parcel Care bring operational and strategic plans together with buy in from all levels. Workforce planning can, for example, reduce recruitment and training costs, ensuring employees are suitably trained and offered good onboarding will help retain quality staff and ensure the organisation is continuously moving forward, retaining employees will keep reemployment and recruitment costs low which is beneficial for Parcel Care.  
Workforce planning also helps organisations respond to changing customer needs and identify inefficiencies or areas of improvement.  Analysing data can help Parcel Care identify issues, for example, understanding employees and their needs, looking at training or development gaps, or lack of opportunities will improve productivity and keep up with market trends ensuring Parcel Care is competitive and flexible.  Good workforce planning can assist in employee engagement, productivity and moral as employees are clear on organisational direction. (Forbes 2024) (CIPD 2024A)
Resourcing and talent planning helps identify challenges organisations face, the data provides organisations with key information on areas such as recruitment costs, employee turnover to assist businesses highlighting important areas to address in workforce planning. (CIPD 2020) 
HR magazine state only 31% of employers collect data identifying future skill requirements with 20% employers actually calculating costs of losing an employee within an organisation proving how effective workforce planning can be for organisations identify gaps and saving money. (HR 2020)
With delivery industry being fast paced, it would prove important to identify key times where deliveries are busy, helping Parcel Care forecast staffing levels to satisfy demands retaining customer satisfaction.
The retention of staff can be monitored through workforce planning by analysing data to review cost implications for Parcel Care, looking at skills and talent within the organisation through succession planning to better retain staff, looking at staff levels and employee turnover to better manage plans when employees leave the organisation (CIPD 2024b). 
It will prove vital for parcel Care to undertake workforce planning to ensure the organisation is aligning the strategy with true data and realistic goals staying ahead of competition, keeping costs in line, and retaining more staff.

To strengthen your argument to introduce workforce planning, evaluate techniques that can be used to support the process of workforce planning. (AC 2.2)  
Workforce planning is essential for any organisation, a process which helps businesses align strategy helping organisations plan and react to future changes and challenges to support long tern business goals. (CIPD 2024a)
It’s essential to forecast supply and demand, analysing skills required in the future as well as identifying gaps ensuring demand and supply of skills in the future are appropriate.
Techniques which could prove useful to support workforce planning would be utilising managerial judgements, drawing on experience to help predict future demand for Parcel Care, management can assess skills of employees and identify roles required immediately and in the future taking a systematic approach, reviewing historic data to help determine trends helping parcel care forecast future recruitment, training cost, this method can be difficult to manage as predictions are not full proof and could be biased based on opinions which could clash with other staff views causing animosity ( Armstrong and Taylor 2023).
Another technique would be to look at data, organisations can not always plan, looking at resource, Parcel Care could critically analyse a range of costs such as  recruitment, turnover, wage costs and sickness absences, this data will provide Parcel Care information regarding the organisations current situation.
It is important to analyse data for workforce planning as it assists in organisational forecasting, for example, Parcel Care could look at turnover rates and how long employees tend to stay with Parcel Care, this would give the business an insight into each department, how many people are likely to leave within certain times frames, however, the information is only useful if there are reliable and substantial data to review to make fair informed decisions (CIPD 2025c).
Assessments such as SWOT or PESTLE helps organisations analyse the market proving useful in assisting strategic planning, problem solving and decision making. By looking at internal and external strengths and weaknesses, opportunities and threats Parcel Care and review where they sit within the market, this information will help Parcel Care adjust strategic planning to stay ahead and stand out, such as employee leaving rates, employees due for retirement, gaps in skills and knowledge and external threats such as current competitors, new businesses, what other organisatons are offering differently to Parcel Care and how we can adjust our running to align, however, these methods can be time consuming and are beneficial if undertake regularly due unstable labour market to keep ahead and support workforce planning (CIPD 2025d)
The techniques will aid in Parcel Cares strategy framework using evidenced based practice as well as utilising managerial experience and proven techniques such as PESTLE and SWOT , without utilising various techniques organisations are not aware of the overall picture of the organisaiton and where they sit within the current market, without this information Parcel Care would risk falling behind trends and missing opportunities which could be detrimental to the organisations success and could be prevented.

Currently, vacancies are advertised on ParcelCare’s website. Line managers then interview shortlisted applicants. You feel that these are suitable recruitment and selection methods to use but want to broaden the methods used. Evaluate the strengths and weaknesses of two different recruitment methods and two different selection methods. (AC 2.3) 
Recruitment and selection within organisations must follow fair process, eliminated from discrimination following good practice within the law, this must be followed throughout the employee time from advertising, selection, recruitment through to the end of the employee lifecycle. (ACAS no date) 
Parcel Care could benefit from variety of recruitment and selection methods, currently advertising on the website and interviewing shortlisted candidates.
Other recruitment method being social media, being the top 10 methods used, 68% of organisations recruit through professional network sites with 43% using social networking sites, this method proving quick, low cost, reaches wider target audience,  effective referral within networks shares, reach target groups and can select targets for adverts to entice suitable candidates.
Disadvantages being Parcel Care receiving large influx of interest needing reviewing proving time consuming, sometimes adverts do not reach intended target audience through shares resulting in unsuitable candidates applying, there’s also risk of potential candidates not updating social media profiles leading to misleading information or individuals could be missed (Linkedin 2020) (Waite et al,.2021) .
Another recruitment method would be word of mouth referral, this method can help increase brand awareness, can be free or low cost if incentives are offered to employees, can build trust in organisations and recruitment can be fast.
Downside to this method for Parcel Care could be there would be lack of diversity, referrals may not be suitable for roles or misinformed, employees may feel disseated and disengaged if no incentive to refer if offer, the referrer may feel upset if individuals are not recruited which could cause performance and moral issues within teams (Armstrong,M. and Taylor.S (2023).
Selection methods other than interviews which would prove suitable for Parcel Care could be skills based assessments and assessment Centers.
Skill based tasks can help Parcel Care assess candidates’ skills, for example, how the individual would resolve challenging customer behaviours or reactions and assess ability to act under pressure.
Parcel Care is primarily a driving and customer facing role, it would prove beneficial to assess how candidates are proficient in communication, knowledge, time management and organisations skills using skill based tasks to assess how candidates perfect at each task ,  this method would also prove cost effective as large number of candidates can be assessed the same time with  standardised and transparent tests, disadvantages being it could be time consuming and cause delays in the selection and decision process which can be demotivating and potentially lose candidates (CIPD 2024c).
[bookmark: _Hlk198930971]Assessment centres where candidates compete exercises whilst assess suitability, this method provides candidates a range of tasks and activities which could assess their ability to multi task, looking at areas relevant to Parcel Care, allows employers to interact with potential candidates over a longer period and interactions with others than an interview, the disadvantages to this method would be it can be time consuming and candidates may not perform under pressure, there could be delays in decision making (Linkedin 2023)

On examining employee turnover rates, you feel the rate is higher than it should be, and higher than internal targets. To try to understand this further, discuss differences between avoidable and unavoidable turnover and differences between push and pull factors. (AC 3.1)

Employee turnover can be high within delivery settings, often employees receiving low wages for long and demanding hours with employees expected to deliver high volumes of parcels within set timeframes, burnout and exhaustion, lack of work life balance and limited growth opportunities, according to DSP drivers at Amazon. (New Fleet 2023)
It’s important for Parcel Care to understand the reasons why individuals leave to align strategy to make changes. Turnover can be categorized as avoidable, unavoidable and push and pull factors. (AIHR no date)
Avoidable turnover where employees leave but it could be avoided, for example, employees not feeling supported by management, low wages, lack of career opportunities, individuals leaving due to these reasons could be prevented with better onboarding, communication and training with development planning in place, discuss career opportunities and training to help retain. (Forbes 2025)
Unavoidable turnover is opposite to avoidable, employee’s leave for reasons beyond employers control, such as personal situations forcing the leave, transfer of a partners job , retirement, no longer wanting to retain in employment (CIPD 2025c).
Push factors ,work in hand with avoidable factors where employees feel ‘pushed’ to leave, possibly due to stagnant growth opportunities or poor leadership causing dissatisfaction and resentment or lack of work life balance, this would be particularly important for Parcel Care  due to long hours worked, how this can be improved to make better work life balance, this will not only help retain employees and reduce turnover, but also show the organisation listens helping build moral and culture resulting in better productivity (CIPD 2025e) (CIPD 2020).
The Good Work Index suggest top three reasons employees leave is better pay/benefits , better work-life balance and unhappy with leadership or senior management (CIPD 2025f) .
Pull factors would be opportunities outside the company that ‘pull’ , attracting employees to leave Parcel Care, for example, another driving opportunity which is offering better pay, rewards and work life balance ‘pulling’ existing employees to leave, it is vital Parcel Care recognise competition and look at ways to be competitive preventing this, for example, improving job satisfaction ensuring job roles are aligned and targets are realistic, ensuring employees have a voice and listened to, looking at better working hours and work life balance , offering benefits and discount packages over competition to sway employees to stay building these considerations into the organisations strategy. (CIPD 2025e)
It's important for Parcel Care to understand the above factors to positively address retention issues, look at what can be done to avoid avoidable and push factors to better retain staff such as benchmarking and assessing current sector statistics to better understand and align the organisation. (CIPD 2024d).


Retention of warehouse staff is an issue, as there are many labour market competitors. Compare the following retention approaches: realistic job previews; induction; job enrichment; and reward. (AC 3.2)
Retention is difficult in changing labour markets, it’s important to review and compare approaches.
Realistic job previews provide candidates with expectations of roles clearly outlining daily tasks and opportunities and tedious tasks so prospective employees are fully aware of the role they would be undertaking, expected hours, delivery targets, routes, salary allowing individuals opportunity to accept or decline offers, presented with realistic view of the role, the advantages being individuals are fully aware of expectations and not misleading employees are more likely to stay, this would  reduce costs of employees leaving early through feeling overwhelmed, disadvantages being work can change overtime so communication on change would need to be consistent which could prove costly to employers, potential employees can also be put off  if given all the information at this stage.( IES no date)
At Induction employees are introduced and integrate to the organisation. The benefits of effective induction programmes is they are structured approach where mentors can be assigned to help support new staff, building trust, loyalty and motivation (CIPD 2024E).
Most turnover happens within first 6 months proving costly, it is important for Parcel Care to train management to effectively deliver inductions and offer ongoing support, this could prove  challenging within Parcel Care due to lone, inductions would need to be tailored so regular check in could take place between drop offs or job shadowing, if the induction isnt managed well employees could feeling negative or disengaged  (Personnel today2023).
Job enrichment is different from the other two methods as this focuses on employee engagement, according to survey , only 13% employees feel engaged, using this strategy can motivate employees increasing their commitment to the organisation, giving employees new responsibility and increasing skills and knowledge keeps employees engaged and less like to leave, it keeps roles varied and not monotonous, such as allowing employees to rotate job roles giving more diverse roles or combining tasks to make work more interesting, downside being not all employees will engage and want to undertake roles with less responsibility, it’s important to ensure induction is handled with job enrichment to ensure this method is in line with employees expectations (Factorial 2025).
Use of reward for retention could prove useful for Parcel Care, ways to persuade staff to stay, such as financial rewards for meeting targets,promotions, bonuses of non-financial rewards, such as employee of the month recognition, one to one feedback, social media posts, both rewards can be meaningful in different ways According to (Armstrong and Taylor 2023) both can help with motivation and engagement. CIPD suggest both incentives can affect workplace performance and attendance, negatives being Parcel Care needs to ensure they offer the right rewards to ensure employees remain engaged and rewards are not handed out unfairly, with fair processes and procedure undertaken,  costs would also have to be considered (CIPD 2022).
The 4 methods would benefit the organisation in different ways,  job enrichment and rewards will help employees stay motivated due to the job being monotonous and mundane, effective onboarding and induction worked together to ensure employees have realistic view of the job with induction supporting employees to settle within the role aim of retaining employees and preventing the ‘pull’ from competitors.

To influence the senior leadership team to accept that employee turnover should be addressed, explain the impact of dysfunctional employee turnover. (AC 3.3)
Dysfunctional employee turnover are high-performing employees leaving resulting in a loss of highly skilled, knowledgeable talent critical to the organisation which can negatively affect employees and the organisations dynamics.
Dysfunctional turnover would affect Parcel Care if key members of staff leave, for example a manager who runs a team, this would leave gaps in skilled labour negatively impacting productivity and moral due to disruption. In contrast, functional turnover can benefit an organisation where an underperforming employee leaves which can have cost savings on training and development.
Dysfunctional turnovers can also affect how employees view the organsaiton and could lead to further losses, there could be instability and delay in replacement of staff which can impact culture, the loss can also be expensive, it is important to calculate the costs of labour turnover both direct and indirect costs (People Management 2022).
CIPD report only 20 per cent of organisations calculate these costs but it will prove vital for Parcel care, direct costs such as recruitment and training costs and indirect costs like productivity and loss of time, skills and knowledge, these costs are relevant as it will impact the financial status of strategy (CIPD 2025G)
Impact of employees leaving can also effect customers, if deliveries are late this can harm Parcel Care reputation and contracts , employees might be under more pressure to deliver causing burnout and stress , it’s key for Parcel Care to address and recognise dysfunctional turnover and look at ways to prevent these such as performing exit interviews to address patterns or trends which are causing employees to leave (Taylor and Woodhams 2022)



ParcelCare employs the majority of employees on permanent, full-time contracts. You feel these contracts have their place, but it is time to consider whether other types of contractual arrangements could be beneficial to the organisation, especially when demand for delivery services increases and decreases. Assess the suitability of permanent, full-time contracts for delivery drivers as well as two other types of contracts. (AC 4.1)

Employees on permanent, full-time contracts offer stability and reassurance with guaranteed hours, contract is ongoing and can be offered job opportunities, security and job satisfaction, Parcel Care benefit from a constant workforce where employees are either full time / part time permanent employees. CWU (2025)

There can be downsides for full-time contracts such as fixed costs and less flexibility, if demand  fluctuates these contracts can be costly and limit the flexibility to scale up or down according to market conditions due to the legalities of a permanent contract offers (Daniels,K.2022)

Different contracts that may prove beneficial for Parcel Care would be fixed term and Zero-hour contracts.

Fixed term contracts are often used when demand is high offering flexibility, for example, Christmas, where demand is often high in delivering parcels to meet consumer demands, employees have same legal rights as full time permanent employees but the contract ends at the end of the fixed term, the downside to fixed term contracts being harder to recruit employees due to not being a permanent job and demand for individuals within peak periods may be difficult, it may also mean Parcel Care recruitment and resource costs will increase with higher recruitment processes and induction to accommodate shorter contracts impacting the organisation (Armstrong,M.and Taylor,S 2023)( CIPD (2023).

Zero Hour contracts offer flexibility to Parcel Care, employees cover on an as and when basis and unlike permanent and fixed term contract there are no guaranteed hours, individuals choose if they want to work and do not have to accept work if offered, this contract can offer good work life balance to individuals (Daniels,K 2022).

The benefits for Parcel Care can call on workers at peak times or cover sickness and no obligation at lower peak times such as how Royal Mail work, contracts can also lead to permanent roles if circumstances change, Royal Mail (2025) down sides being recruitment, induction/training costs if zero hour individuals are not required on regular basis these costs need justifying, employees can also feel frustrated if there’s lack of hours causing dissatisfaction with lack of job security. CIPD (2021)

Whilst permanent contracts offer job security and parcel care can forecast costs better, use of fixed term and zero hour contacts would equally benefit offering more flexibility  covering demand and sickness, costs involved need consideration for long-term sustainability (Daniels,K.2022).




At present, an ad hoc approach is taken to onboarding and typically involves the line manager ensuring new starter forms are completed and health and safety training provided.  You identify that onboarding can be improved but first need to convince others that investment in this area is worthwhile.  Explain the benefits of effective onboarding. (AC 4.2)
Onboarding start straightaway from application, 39% of employers keep in touch within notice periods, this sustains engagement, builds knowledge of roles before starting, effective onboarding embeds the morals, values and expectations of Parcel Care, helps prevent new starters changing their mind and builds relationships early.  It’s also important to recognise probation periods for new employees opportunity to ensure right fit for both parties, it’s important to integrate new employees with clear onboarding and support mechanisms to minimise retention issues, acording to (HR Magazine 2012) (CIPD 2025e).
Risks of not implementing effective onboarding strategies is employees become disengaged, cost implications of employees leaving through lack of support to navigate new roles alone feeling overwhelmed (Forbes 2023).
43% of new employees leave within 90 days thought jobs not meeting expectations, 32% feeling culture isn’t a good fit.  If parcel care took a new employee on without effective onboarding strategy, left to make deliveries on their own with targets to meet, this could feel overwhelming , employees may panic and leave. Effective onboarding consisting of induction training plan detailing how  weeks/months will be monitored, buddy up and training , employees knowing who to go to if needing help ensuring new employees feel supported lowering risks of leaving (HR Zone 2014).
Structured and supported onboarding increases employees experience can help new employees become quicker and more efficient in deliveries, gaining good understanding of roles from the start will make employees more productive for Parcel Care boosting overall productivity, employees will be better equipped to do a better job increasing moral and engagement with the organisations cultures and norms (Armstrong and Taylor 2023).
Effective onboarding can also assist in ensuring new employees understand the organisations procedures, policies and health and safety (CIPD 2024h).
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