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AC1.1
As human beings we are susceptible to bias, created by the environment we are exposed to. It’s common for us to look for evidence to confirm this bias and feed the belief system we have created for ourselves.  There are many other factors that people use to make decisions: their own experience, common myths, limited anecdotal evidence and even personal prejudices will give them some predisposition. (Taylor & Woodhams 3rd edition). Referring to historical data is a way for us to learn but we also make assumptions based on the outcome of previous situations. The use of Evidence Based Practice is used to challenge those preconceived ideas and ensure all information available is considered, enabling you to make sound decisions. (CIPD 2017)
‘Decisions made in most organisations are often based on a person’s own personal experience or on what a colleague will tell me, which is a very untrustworthy source of evidence.’ (Barends 2017)
To follow the principles of Evidence Based Practice we need to ensure we gather as much evidence as possible to allow us to see the whole picture. Gathering information is key and there are several methods you can use to do this. The six steps, also known as the 6A’s, is one method used by HR managers.  Whilst you may not be able to use each point every time, by exploring them you can ensure you are not missing opportunities. They are as follows:
Asking the relevant questions to understand the problem, creating a tangible starting point to an identified issue. What are we trying to achieve? What would be a measurable solution? What are the risks/benefits of doing/not acting? Does to cost of doing outweigh the impacts of not doing?
Acquiring as much evidence as possible to give a broad range of data to address the problem from several viewpoints/data sources. Using the 4 sources of data and qualitative and quantitative, ensuring a diverse range.
Appraising the evidence to assess the relevance and trustworthiness of the information. Where is it from? Who created it? Is it backed up by  academic resources? This should be applied to all aspects, especially given the amount of misinformation currently being shared online.
Aggregating the data, weighing the evidence, prioritising the relevance,  compiling it, then finally checking for gaps and addressing them. Some data is more crucial to the goal you are trying to achieve or prove but underpinning this with corroborating information and adding integrity will help land the message/decision.
Applying the evidence to the initial question, measuring the risks and benefits from the accrued data to make a measured and informed decision. Sometimes when gathering data, you can lose sight of the initial driver, so make sure you revisit the initial situation and look at the data in answer to that question. 
Assessing the outcome of the decision. Did it go according to plan? If so, was it successful/unsuccessful? What would we do differently next time? Always review any processes and decisions, look at how closely you were able to predict the outcome and if the final decision was the correct one. Apply learning and factor this into the next time you need to implement this process.(CIPD 2023)
There are many forms of data we can draw on to help us make informed decisions, these generally fall into 2 categories: Quantitative and Qualitative.  
Quantitative is numerical data which can be manipulated to tell a story. These tend to be in the form of statistical reports such as attrition rates, performance results and employee absence, giving you a factual picture of the situation from a numerical perspective. By using only this information, itcould be misconstrued or manipulated to suit a purpose. As such, the context of the data is just as important as the content – which is what Qualitative data is used for. These allow you to describe the situation from a human perspective. This data usually comes in the form of employee surveys, group discussions and feedback. Only using this type of data can be risky as it is subjective. It’s good practice to use both wherever possible. (Grand Canyon 2023)
There are four main sources of evidence professionals should explore to reduce the possibility of making errors. These are:                      
Scientific – evidence that has been checked for accuracy and relevance. 
Organisational – the information from within your organisation which can consist of statistics related to attrition (numbers/qualitative) and exit interviews (feedback/qualitative).
Experiential – relies on managers to consider past events that are evidentiary, linked and take into account learning and knowledge gained from previous experience.
Stakeholder – identifying key stakeholders, gathering their concerns and feedback to mitigate risk and reflect at key milestones to ensure actions stay on track and remain effective and relevant. (CIPD factsheet)
By gathering the above information, you will be able to review situations from a broader perspective, ensuring decisions are based on sound logic, formed from multiple information sources. 
For example, if you are holding an investigation much of the evidence is often observations and notes gathered from investigative meetings.  If there is some tangible data that can corroborate this, it would allow you to check the integrity of the observer. For example if someone says they were doing something at a particular time you can corroborate this with the login information, adding weight to their statement. Another example would be a person deciding the focus of the company’s efforts to improve morale, this could easily be driven by more confident people sharing their opinions, however by creating a survey and allowing everyone to have a voice you would have a more accurate picture of the climate of the office.
AC1.2
PESTLE is a tool used to assess risks and understand the impact of change from outside the organisation. It is used to assess the impact of external factors to your business or project and is structured in a way that enables to easily identify risk and either litigate them or measure the value of investing in the idea/project. It’s key to ensure the right people are identified to collate the information and the organisation needs to prioritise which areas will be key drivers. (CPID 2024)
It’s broken down into the following six areas:
Political – a change in government will impact the policies.  The recent change in government in the UK has already impacted my place of work, Maximus.  We supply contact centre services for government contracts and charities. With this business offering we must ensure we are competitive whilst providing important support for people in need of help. Contracts that were due to end have now placed plans on hold and are continuing as it is believed more funding will be available. 
Economic – due to the recent cost of living crisis my company reviewed the wages and gave all staff 5% pay rise and then those on the lowest wages had an additional amount.  
Social – since covid there has been a clear shift towards at-home working. This has meant people who previously struggle to travel into the office daily can now access roles previously unavailable to them, providing businesses with a broader range of candidates. 
Technological – Maximus (my employer) was acquired by a larger organisation, resulting in stricter data protections rules and security requirements, enabling us to access sensitive data. However, it has now provided access to additional resources from a larger parent company.  
Legal – Changes to employment law and tribunal decisions can impact how we run effective investigations into misconduct or capability, such as BHS vs Burchell. This decision made in 1978 is still used as a litmus test today by employment tribunals to check the authenticity of a decision, and to ensure a fair and reasonable investigation has taken place. 
Environmental – This brings into question Corporate Social Responsibility, part of which encourages organisations to look at their carbon footprint. One of my recent projects achieved the ISO 14001 for recycling within the workplace. (MAX Green 2024)
SWOT analysis is designed to measure internal and external factors, and can be used on a small or large scale by businesses to identify risk and opportunities within organisations, teams and projects.
Ideally these would be used in tandem, and once you have identified the opportunities and threats you can implement PESTLE to drill down and identify the external factors, and how can they be addressed.   (Indeed 2024)
Holding a focus group or a meeting with stakeholders, and discussing all aspects of the project would be a perfect example of how one might implement this.  Ideally you would ensure that there is a mix of people, contributing varying degrees of experience and knowledge.  Good knowledge and experience will result in the identification of issues that have been previously encountered and a view as to their mitigation.  Less knowledge and experience will result in questions to understand, possibly highlighting different perspectives and unexplored topics.  (HBR, Bennet & Lemoin 2014)
AC 1.3
Critical Thinking is the application of rational thought and well-reasoned argumentation in the pursuit of an outcome, whilst ensuring we consider all aspects of an argument’s facts in context before coming to a decision. Being able to questions things and seek additional sources help reduce the potential for fake news and personal biases affecting this.
There is an assumption that this can just be applied when needed, however to use it effectively you need to learn the skill and practice it to become successful. (HBR 2023)
VUCA is an acronym which originated in the military and is now a commonly used in business. It is defined as follows: (bite size 2024)
Volatility addresses things that are out of your control, such as the weather, social media trends and the cost of living.  Use tools such as PESTLE to identify and mitigate. For example, you are restructuring a contact centre to make them more in line with tested contact centre practices. There are huge discrepancies amongst the contracts and whilst the new model works well on larger contracts it does not work on the smaller ones. Approach: scale the model by size and only apply to contracts over a certain size thereby reducing the impact on smaller teams.
Uncertainty is similar but can be constantly changing, depending on other factors.  Embracing change is a way to reduce the anxiety of uncertainty. For example, due to a recent change in government there is a strong possibility that there will be additional funding for charities you act on behalf of, dates have been moved several times for the potential contract end. Approach: plan in smaller increments and review regularly to ensure that the appropriate action can be taken when decisions are made.
Complexity highlights how things are connected and often cross over causing a ‘knock on effect’.  Identifying the right people and doing root cause analysis can help reduce the potential butterfly effect from decisions. For example, if you award a pay increase to people who have failed to complete annual compliance training, you set a precedent for people to avoid future training and still claim the pay increase.  Approach: anomalies to be handled via the grievance procedure which allows for each case to be addressed on its own merit, privately and without far reaching implications.
Ambiguity often occurs when there are too many people involved in decision making with no clear goal.  Ensuring roles are defined and core purpose are clear will help people navigate who to reach out to for the appropriate response.  For example, in a contact centre you have a small team that have been severely affected by recent reductions due to funding, and you want to put a support plan in place to help address the effects on team morale. However, due to so many changes happening at once you are unable to accurately forecast any impacts.  Approach: using current numbers create several scenarios and plan for each, build in regular reviews to allow for tweaking should the demand outweigh the support plan or if the demand is considerably less and resource is being wasted. (HBR 2014) 
AC 1.4
Decision making is a skill required by managers to choose an appropriate course of action based on sound evidence.  This can be applied to many areas of business not limited to projects, finance and recruitment. A tool to help us make effective decisions is the De Bono method of 6 metaphorical hats. Each hat represents a different thinking style encouraging parallel and creative thinking.   This is also a 6-stage process in which the thinker mentally uses six hats to review a topic. It can be used to brainstorm new and conflicting ideas amongst a team on a course of action.  (Mind Manager)
White Hat – Neutral and objective, reviews data and facts.
Red Hat – Emotions and intuition, gut feelings.
Yellow Hat – Positivity and optimism, looks at ideal outcomes.
Green Hat - Creativity, growth and new ideas.
Blue Hat – Focusses on the process and organisation of the ideas.
Black Hat – Logical and cautious, identifies problems and risks.
This could also be applied when identifying stakeholders who think similarly to each hat, thereby providing a broader group perspective.  By organising and enabling inclusive & creative meetings through the use of simple language and thought processes you would expect to see better decision making. (De Bono Group)

AC.1.5
There are many types of ethical theories, which are viewed through 8 ethical lenses. These lenses cover fairness, merit, markets, democracy, well-being, right & duties, character and handing down.   is Deontology, an ethical principle based on one’s duty to do the right thing.  It is often considered common sense morality based on the belief that it is vital to do what is morally right regardless of the consequences.  It focuses on the rights of an individual and the immediate outcome, rather than any knock effect or precedents that may occur because of the decision. Emmanuel Kant suggests that a decision should only be considered if it is suitable to be applied as a universal law. (CIPD 2025)
In contrast to this, another ethical theory is Consequentialism.  This theory focuses on the consequences of a decision, and their wider impacts – especially in the long term. Essentially, the more ‘good outcomes’ produced because of a decision, the better the choice. It can be seen as a branch of Utilitarianism. (BBC)
An example of how this is applied would be an employee is not eligible for a pay rise due to not completing the annual compliance training.  The employee has claimed that they were unable to access the system before the deadline passed.  In Deontology you would think this as an unfair situation, and it is infringing the employees’ rights and impacting their long-term renumeration prospects. Therefore, you would overrule the decision to give the pay rise, which could then open the door for others to not do the training and still claim a pay rise. In Consequentialism you would consider the implication of the decision impacting the wider business and encouraging people to not complete an essential piece of work. In this circumstance, an employee would follow a grievance procedure to challenge the decision on a moral level and present evidence in support of their claim allowing a decision to be made in isolation based on a specific set of circumstances. (Maximus 2024)
AC 3.1
Organisations measure performance in different ways, financially to show a company’s profitability and to rate its market value and non-financially to measure its ability to meet the financial goals. A way to measure success financially is to measure the Net Profit Margin. This calculates the cost of your product or service minus the cost of creating/providing it. For example, a contact centre service provider needs to create a quote for a business or charity interested in engaging its services.  To do this it needs to calculate the costs such as recruitment, wages, equipment, training and premises and all the support services that come with that to then factor in a profit margin to make the offering worthwhile, whilst remaining competitive. If you do not track these costs you could forecast incorrectly and potentially impact profit margins, lending ability and possibly end up in debt. (Starling Bank 2024)
Once a contract is agreed you would then need to create a set of non-financial measures to enable the business to deliver the agreed service within budget, for example Key Performance Indicators (KPIs).  These breakdown requirements and targets to be achieved to meet the financial objectives.  One such KPI that is becoming more and more essential is engagement.  Understanding what drives your employees and tapping into that to engage them in the company values and business goals by delivering strong sales and customer satisfaction results. By not doing this you lose touch with the wider workforce. (CIPD 2017)
‘They have successfully created a workplace experience that does not just revolve around pay but around a robust and comprehensive employee value proposition, positively affecting performance and profitability.’  (Elias Dib -
Partner, Aon Hewitt Middle East and Africa)
AC 3.2
People practice is almost the morale litmus test for an organisation.  They approach situations from a neutral perspective and gather evidence to identify a resolution that is appropriate for all concerned.  As an impartial contributor they assess how information is gathered stored and used, ensuring it is valid, reasonable and used for the intended purpose. One area this practice has added value in my organisation is with regards to the gender pay gap.  Focus groups have been held to understand why fewer women are in senior roles, looking at the reasons for the lack of applications and the lack of successful outcomes.  MAX women are a part of the business that focuses on the female workforce, with information derived from focus groups. They have created a MentorU program that is universally accessible, but with specific pathways identifying women with senior leadership potential. (Maximus 2023)
Another area of the business where People Practice adds value in my organisation is with its support for the people managers who must carry out investigations.  By having an impartial expert to seek advice from, they ensure the managers remain impartial and gather the right evidence to deliver the appropriate outcome. Thereby protecting he company from potential tribunals which affect its reputation, and for staff to have protections and someone they can raise concerns to in a safe environment without fear of retribution. (CIPD case study 2021)







5C002 Part 2
AC2.1 & AC 2.2

This graph demonstrates the results by department.  Research and Development have a larger proportion of staff that achieved ‘Outstanding’ results and moved more people from ‘Underperforming’ to ‘Outstanding’. I suggest reviewing how they did this and share the learning with other departments. This will enable sharing best practice amongst teams and foster a collaborative environment. 
Additionally, the Admin Department seem to have moved their underperformance in the right direction however this has impacted their ‘Outstanding’ pool of people. Was there a reliance on staff to help their colleagues, potentially impacting their own work as a result? 
The Sales Department results are concerning. In sales you expect a target driven environment to drive performance however such stagnant results do not seem realistic.  I would recommend a review of how the bonus is structured and the targets set.  I would also look at how it is measured and scored and how achievable the targets are to understand why there is no difference in the performance of thirteen different people.  We can then evaluate what actions need to be taken to address any issues that are identified. The impact of not doing this could result in the loss of staff and higher attrition causing additional costs in recruitment and training.  It would be good to run a cost benefit analysis to ensure the budget is allocated correctly.
The Logistics Department not only moved all their underperforming staff forward but did so without impacting the overall higher results despite two higher performers dropping down.  It would be good to understand how one person moved from ‘Not Quite There Yet’ to ‘Outstanding’ within a quarter. They could create a survey to understand the thoughts from the staff on the current bonus structure. This would be a good indicator of areas that could be reviewed to ensure it is driving the correct behaviours and motivating the staff to deliver the KPIs. Not seeking this information could result in efforts and investment being wasted on the wrong thing. 


It’s interesting that there is a larger proportion of females have received a bonus (9 from 14) receiving £13650 (66%) between them despite only 3 of the top 10 earners being female, showing an uneven distribution of genders by grade.  Males took £7120 bringing the overall total to £20770 for all bonuses. This figure may be skewed by the lack of bonuses in the sales department which does have a higher proportion of males. This data is aligned with the UK’s general figures.  Most commonly 66% of males are paid higher in upper management positions where the lower management positions it is 55% of females that have the slight upper hand.  At entry level it is equal. (Gov.uk 2024)


It’s important to recognise and understand the gender pay gap and take action to minimise it. It’s also a government requirement to report on this and demonstrating activities taken to address any gaps will be delivered by the HR team. Usually by gathering people analytics, and creating training and development plans to reduce and gaps between genders.

Part 2
AC 2,3
The data from the employee survey has some interesting results. Below are some observations and recommendations.
1. 36% of managers feel they do not have time to prepare for reviews, 30% of staff agree. This could be further impacted by 81% of staff feeling like they are not listened to.
2. All managers have not received any training in appraisals which could explain the varied responses from staff. 82% of manager feel uncomfortable in challenging underperforming staff. Which could mean that they are not addressing the issues and so staff have conflicted feeling about the results. 63% of staff feel they get positive feedback but 81% feel they are not listened to.  
3. 69% of staff feel they get good constructive feedback and 65% are happy with the development opportunities which conflicts with 68% of managers feeling like they are not confident in setting targets and giving feedback.
From these results is reasonably clear that managers need training in conducting
appraisals and target setting.  There is a need for consistency and having all managers attend a course will have a positive impact by addressing the contradicting results from the staff.  The cost of the training might even be offset by the potential improvement in performance: managers being able to set appropriate targets and challenge underperformance will create a workforce with clear objectives, working towards the same goals. Teaching managers how to link behaviours and values into company objectives will help them have appropriate conversations and align everyone’s efforts to the same ends through the provision of feedback, coaching and development.
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