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[image: ]What will we look at? 
What is meant by evidence-based practice.
How it is applied.
Why it is important to use data for organisational improvements.
The difference between qualitative and quantitative data.
How policies and procedures can be used to support decision. 
Internal and external stakeholders.
Creating value.
Good practice.
The use of social media.
How to be customer focused.
[image: ]In other words, the gathering of information or evidence taken from reliable sources and then the data is analysed to make informed decisions within an organisation. 
This is applied by using the correct and relevant information to make informed and logical decisions in ways that will improve the way an organisation runs and delivers its services or products. 
It can be used to measure staff sickness – Are there any trends? 
Staff retention – Is staff retention low or high? If it is low, is there any reason? Is there a particular department with high staff turnover? 
Any profitable gain or loss? (High employee sickness can have a direct effect)
It can be used to identify any community/market trends. For example, a rise in demand for hot tubs over the COVID pandemic.
[image: ]It can help to show if there are any specific issues or trends? Does it relate to high stress, low staff levels, high workload, lack of equipment, etc. 
Provides logical, informed, and principle-led decisions and outcomes.
Cultural benefits – Could be issues with management or employee(s) - Poor management style/ poor time keeping/ low employee satisfaction/ etc. 
Can help to point out any low productivity and any reasons for this. Help to give an informed decision on how to improve any issues. Low staff levels, lack of appropriate equipment or resources, etc. 
Issues need to be resolved as soon as possible as they can affect several things within an organisation. Profit, productivity, culture, reputation, etc. So, all data/evidence needs to be collected and analysed as soon as possible, but not rushed to a wrong decision/outcome. 
Inaccurate information is important, or the wrong decision/outcome will be produced. This will cause more problems in the long term. 
Ethics are important, as equality, diversity and fairness are vital for a successful organisation. 
Equal pay for staff doing the same job role?
High employee turnover – Is there a cultural issue behind this, are some staff being treated differently to others? 
Fair recruitment practice, are the correct staff being employed? If not, why? 
Any biased toward or against an employee?
[image: ]Qualitative data – Gathered through things such as interviews, PADRs, feedback sheets, focus groups – Stakeholder views and opinions on subjects/issues. Used to support decision making when it comes to things like disciplinary investigations and outcomes, management issues, employee performance and development goals etc. 
Quantitative data – Figures and statistics such as, the number of applicants for an advertised job, sickness rates within a time period, employee retention and turnover rates. Used to help with decision making on how to tackle such issues as high sickness rates and trends, figuring out why there may be a high employee turnover rate in a certain area. 
Using both types of data is important for successful decision making as one may not make sense without the other. High sickness rates in one department could mean a specific reason, so employees views on this could help.
[image: ]Policies and procedures are put in place to give structured guidance to help to come to fair outcomes. 
Following an organisations disciplinary policy for example, if two employees are receiving a disciplinary for the same incident, it is important that the guidance is followed in order to come to a fair and consistent outcome for all parties. 
They also protect the employee and the manager when these policies and procedures are followed. If an employee is unsatisfied with a disciplinary outcome and appeals a decision, if the manager has followed the policies and correct procedures, they are protected from any backlash. Equally, if an employee feels they have been unfairly treated, they have the support of policies and HR teams. 
Having these policies and procedures in place helps to give all staff and managers the same knowledge, guidance and goals in terms of the organisations goals and this can create motivation and give a positive workplace culture.
[image: ]As the quote says, a stakeholder is anyone who can either be affected by, or affect, a business’s performance. There are internal stakeholders, such as, employees, managers, owners, etc. 
And external, customers/users, local communities, suppliers, etc. 
Any of these stake holders influence an organisation. If you take away a high number of staff from an organisation, the service it provides is going to suffer with lower productivity, lower standards, lower job satisfaction. This will affect the users experience which will drive them to another, rival organisation. Meaning the organisation loses business and money. This will further affect the business.
[image: ]Adding value comes in many forms. An example of this would be the training of employees. Training employees will mean a higher skilled workforce, which ultimately will lead to, higher productivity, motivated and skilled staff and a greater customer experience and satisfaction. A higher skilled workforce will add value as it will also give the employees the knowledge, confidence, and opportunity to voice their opinions on such things as decision making within the organisation. This is an asset as it comes straight from the staff who do the job and are also motivated to improve the business. 
Management training will also help with adding value as it would mean they have a better understanding of their workforce, healthy relationships, be approachable, and give a wider knowledge of such things as sickness policies. 
This will lead to an organisation making informed decisions from data analysis and setting appropriate goals and targets. 
This will mean better quality service for the users as well as a more productive, happy and successful business. 
Policies that enable flexible working will also add to value as it will benefit the employees as well as the managers. It can also mean less days lost for things such as childcare or transport disruption.
[image: ]There are many examples of good practice within an organisation. An example of this would be ethical practices with decision making, such things as, recruitment, development, progression, etc. Being sure that all decisions made are fair encourages equality and diversity. Someone should not be getting the job because they are the managers child if they are not suitable, over someone who is well suited and appropriate to the job.
There are also legal obligations, such as the Equality Act 2010, which supports equality and diversity. 
Another example of good practice in development is PADRs as it encourages employees to set targets to achieve and to develop and progress. 
Managing Attendance at Work Policy training in Hywel Dda is another good example, as it provides training to managers regarding staff sickness but promotes equality, wellbeing, organisational values, and positive compassionate leadership.
[image: ]The use of social media has become a crucial part of our everyday lives. There are many different platforms, and everything is extremely quick and accessible. There are many uses of this for an organisation.
It can be used as a way of promotion for a business, either for job opportunities, advertising itself, new products/services and changes, promoting and advertising events, offers, etc. The list is endless. 
The use of promotional offers if you sign up to a business’ social media account will help to attract more customers world-wide. 
It is a direct form of communication between business and customer and is not limited to local areas. All communication via social media is instant which benefits customers who would like to speak to someone instantly. 
Facebook for example, a business will post a message on their page, hundreds of customers can see it and share it instantly. These types of pages make it quick and easy for users to find out any information such as the business values. It is a good was for a business to promote themselves or events. The use of the messenger function gives a great instant messaging service. 
From an internal point of view, social media can be used for staff to voice their opinions on certain things and be a form of communication between employees and managers. 
There are risks with it however as you are unable to please everyone. This means that anyone who is not happy with a service can go onto social media and voice their complaints and an unlimited number of people can see this in seconds which can damage an organisation’s reputation or image. 
There can be problems with staff on social media, sometimes they may read a negative post about themselves or the organisation on social media and respond negatively, which can have a further damaging effect to the reputation. The use of the social media policies can help with this if the staff are aware of it.
[image: ]The important thing is to put the customers' needs first and to create and foster a positive customer service and culture through learning and developing staff. Up to date technology so that the highest quality service/products can be given. 
Without the customer, there is no business. 
Listen.
What are the customer’s needs?
What is driving the customer’s decisions?
What are the customer’s goals?
What are the customer’s feelings? 
How do we achieve these? 
Using things like social media, surveys, feedback forms, etc. And using this data appropriately in order to provide the customer what it is they want or need.

Task 2

	Research and Design. (412 employees, 22 (5%) employees did not participate in the survey)
	Agree or strongly agree
	Neither agree nor disagree
	Disagree or strongly disagree

	It’s difficult to fulfil commitments outside my work because I spend too much time on my job.
	45%
	13%
	37%

	The organisation provides flexi-time.
	70%
	22%
	2%

	I’m allowed to work from home
	84%
	5%
	6%

	I’m aware that that the organisation has the opportunity to job share
	2%
	2%
	91%

	I have scope to use my own initiative in my job role
	93%
	1%
	0%

	I’m provided with the opportunity to develop my skills
	91%
	2%
	1%

	My line manager values the work I do.
	73%
	10%
	12%

	I feel secure in my job role
	66%
	6%
	23%

	I’m expected to complete my work outside of my contracted hours
	94%
	0%
	0%

	Absence rates in my department are low  
	70%
	24%
	1%



	Administration (65 employees, 4 (6%) employees did not participate in the survey) 
	Agree or strongly agree
	Neither agree nor disagree
	Disagree or strongly disagree

	It’s difficult to fulfil commitments outside my work because I spend too much time on my job.
	89%
	2%
	3%

	The organisation provides flexi-time.
	6%
	0%
	88%

	I’m allowed to work from home
	0%
	28%
	66%

	I’m aware that that the organisation has the opportunity to job share
	12%
	5%
	77%

	I have scope to use my own initiative in my job role
	5%
	75%
	14%

	I’m provided with the opportunity to develop my skills
	32%
	8%
	54%

	My line manager values the work I do.
	28%
	28%
	38%

	I feel secure in my job role
	78%
	6%
	9%

	I’m expected to complete my work outside of my contracted hours
	94%
	0.24%
	0.24%

	Absence rates in my department are low  
	5%
	0%
	89%



	Marketing (18 employees all responded to the survey)
	Agree or strongly agree
	Neither agree nor disagree
	Disagree or strongly disagree

	It’s difficult to fulfil commitments outside my work because I spend too much time on my job.
	11%
	0%
	89%

	The organisation provides flexi-time.
	100%
	0%
	0%

	I’m allowed to work from home
	0%
	0%
	100%

	I’m aware that that the organisation has the opportunity to job share
	0%
	100%
	0%

	I have scope to use my own initiative in my job role
	83%
	17%
	0%

	I’m provided with the opportunity to develop my skills
	78%
	6%
	17%

	My line manager values the work I do.
	67%
	6%
	28%

	I feel secure in my job role
	56%
	17%
	28%

	I’m expected to complete my work outside of my contracted hours
	11%
	0%
	89%

	Absence rates in my department are low  
	94%
	6%
	0%



Analysis of the data. 

From analysing the data, it is possible to see that the Administration department seems to be the most unhappy. The data would suggest that this could be because they are expected to complete their work outside of their contracted hours but are not allowed to work from home and are not provided with flexi-time. They also feel that they are unable to fulfil their commitments outside of work due to spending too much time on their job. This can lead to burnouts and stress which would lead you to believe that this could be a reason for the high sickness rates within the department. A high percentage of staff also believe that their line manager does not value the work they do, and they feel they are not given the opportunity to develop their skills. This can lead to more unhappiness and less motivation to do their job, lowering moral within a department. 
The marketing department seem happier in their job role than the administrative team. The data would lead us to believe that being given the opportunity of flexi time means that they are able to be more flexible with their working hours to suit the employee. This helps with a healthy work/life balance, which could be a factor in why they seem happier in their job role. Even though they are not given the option of working from home, they are still able to fulfil commitments outside of work, which suggests that that the use of flexi time helps with this. This will help with staff moral as they will still feel that they are able to get a break from work. A High percentage feel that their line manager values the work they do, they have the scope to use their own initiative, given the opportunity to develop their skills and they are not expected to complete their work outside of their contracted hours. All of this will lead to a happy, motivated, productive and skilled workforce. This is also reflected in the low absence rates in the department. 
The research and development team have a much higher number of employees. Even though they are provided with flexi time and the ability to work from home, a high percentage of employees feel that they cannot fulfil their commitments outside of work. A very high percentage are not aware that they are able to job share, this would suggest that, if they were given the opportunity to job share, then they may be able to fulfil commitments outside of work as they would be able to share their workload with a colleague. A high percentage of staff feel that they are expected to complete their work outside of their contracted hours, but with the use of flexible working, a manager who values the work they do and the use of own initiative in their job roles and the opportunities to develop their skills, staff will be more motivated and willing to complete their job outside of their working hours as they feel valued and have pride in their work. 
There are a number of staff in the research and development/administration department that did not complete the survey. If these staff were to complete the survey, you would have much more accurate data to analyse.
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	Department 
	Hours lost through absence
	Average hourly pay

	Research and Design
	1876 hours (250 days) lost through absence
	£35.00 

	Administration
	237 hours (31.6 days) lost through absence
	£12.50

	Marketing
	20 hours (2.6 days) lost through absence
	£28.00




Average loss over a 12-month period.
R&D - £35,000
Admin - £1,580
Marketing - £291

Costs of pay.
R&D - £65,660
Admin - £2,965
Marketing - £560
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Customer Focus —
How can I Help?

Listen.

According to Afshar, V (2021) ‘collecting disconnected sources of customer data into a single, 360-
degree view of your customer and, of course, being able to put that data into action to deliver
better experiences.’ - Salesforce.com
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Creating Value to an Organisation

'The essence of the value created by organisations is delivering the promise made to a
customer and that applies equally whether you are operating in the for-profit, public or

not-for-profit sectors.' Burke, E (2020) CIPD

Training staff - Better Skilled workforce - Higher job satisfaction - Higher productivity - Added Value.
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