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ABSTRACT

The success of any enterprise is not only based on a good marketing strategy or effective management. Businesses are created by people, and employees are the foundation of every company.

Times have changed, in the twenty first century expectations and needs have increased, even when it comes to people who are not highly educated. Therefore, the dependence between a satisfied individuals and the quality of their work is huge.

Although the epidemiological times of COVID have made everyone appreciate the position they have, businesses now need reliable and motivated employees more than ever before.
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1. INTRODUCTION

London Lash is an international company based in Bolton (UK) with over fifty business partners over the world, selling the branded products for eyelash styling treatments as well as providing paid and free of charge in-store and online education (London lash, 2022).

This report highlights activities that directly build employee satisfaction in lash extension company, and, most importantly, create employee engagement and flexibility by investing in their development by London Lash.

The subject of the work environment, compensation and the appraisal will be introduced. Particular attention will be paid to the highly emotional team management, training, and motivation of lash team. The Matching Model of HR and Competencies of HR processes will be presented as Human Resources Management is the basis of the employee’s relationship and an essential in every organisation. Thanks to using two excellent techniques, the report will show how little need to be done to improve workplace environment and employee's behaviour, leading to covering their expectations and needs.

If the entrepreneurs want to expand their companies, especially in lash industry, they must first take care of the individual's development. Each member of the crew is a Human Capital for the organisation, and what exactly is behind it will be explained below in detail.

Not everyone has a Personal Development Plan ready for themselves because the lash industry is very brad and demanding, but everyone without exception, needs it same as the mentor who will guide them in the direction where they will feel fulfilment. The individual's potential is very often hidden deep inside, and sometimes it can see the daylight only through stimuli of third persons, in this case London Lash superiors. 


2. EMPLOYEE’S NEEDS AND EXPECTATIONS

2.1 Maslow Hierarchy of Needs

It is not without reason that the report begins with a hierarchy of demands and assurances of an employee. When they are covered, they constitute the basis for the involvement of the crew in their work (Kelleher, 2016).

In 1943, Abraham Maslow developed a theory of psychological human stimulation, drawing it in the form of pyramid which was divided into several basic categories necessary for satisfying life (Kelleher, 2016). Nowadays, organizations must take care to treat people the way they expect to be treated (Kelleher, 2016), that is in the line with the Maslow’s theory paying particular attention to the following needs:
· Psychological – the work environment and condition (inc. breaks for the meal or workplace temperature) where an employee at this level of needs and expectations must be completely cared for (Kelleher, 2016)
· Safety - physical and mental protection against threats, diseases, or job loss (Kelleher, 20216)
· Love-belongings - the organization must select people not only as a workforce but also a society in which they feel united (Kelleher, 2016)
· Esteem - a statement about high importance of the work performed and the need to be a part of the crew for the organization is significant (Kelleher, 2016)
· Self-actualization - if, in addition, the employees can develop, be more confident and ‘live full life,’ it closes the whole scheme thanks to which they are strongly involved in the company’s mission (Kelleher, 2016)

2.2 Adapting the Workplace

Once the employer appreciated the flexibility of the individual to adapt to the work environment, the times of the pandemic turned everything upside down, and now it only matters what working conditions the company creates (Picken, 2020). If the health of the employees is one of the priorities of the organization, it produces their overall well-being and belief in various aspects of staff protection, thus builds an emotional bond with the company (Picken, 2020).

2.3 Team Spirit and Cohesiveness

That is indispensable element of an ideal work environment (Anderson, 2017). In agreement with Nancy Anderson (20217), the human thing is a powerful desire to belong, to be a part of the ‘big picture’. Because of that the crew members seek to find common features, passions, ventures between them (Anderson, 2017). No one likes to be pushed aside, everyone wants to feel that they have a higher meaning in the given project (Anderson, 2017). A stronger commitment is born when honest workplace relationship is created, and trust plus interpersonal connection grows (Anderson, 2017).

London Lash assumes that their team shares a passion for eyelashes (London Lash, 2022). The company brings together the employees of different nationalities creating an industry that is widely developed and unique (London lash, 2022).

2.4 Fitting the Employee in the Right Place- Selecting Staff under Holland’s Model of Personality Types, PCMM, Skill Gap ASK Concept

Selecting Staff under Holland’s Model of Personality Types

It is enough to look at LL’s social media to see how their lash trainers are selected. They are characterized by a high sense of aesthetic, artistic abilities (lash extension) and boldness in interpersonal relations. So, you can safely attribute here a conscious selection of personnel in relation to the Holland’s Model of Personality Types with artistic and social factors, thanks to which they realized themselves. This personality theory was found by John Holland to identify an individual person with the most appropriate career path (D’silva, 2019). 

There is no data regarding the warehouse staff, but following the skilful selection of employees, the conclusion may be applied that the LL’s depot workers are occupied (and certainly should be taken by) people with the following types of personality:
CONVENTIONAL- highly organized, productive, conscientious, preferring to be a subordinate (D’silva, 2019)
RELAISTIC- focus on assigned tasks, prefer mechanical, manual, and material work (D’silva, 2019)

Perhaps that is why orders are packed flawlessly and processed quickly to a high standard. 


PCMM

BY observing the work in London Lash, it can be confidently said that the company follows the PCMM principles. PCMM approach that is People Capability Maturity Model has been created to manage employees (including their needs and expectations), and processes, which determines the constant development of the organization by meeting market niches, improving management sector and human capital (Francis, 2018). The following can be noticed in London Lash:
· The company keeps a close eye on the improvements, the obligations of which are to be used by LL crew (Francis, 2011)- different shifts and methods of work in the LL depot
· Adapting to changes in technology (Francis, 2011)- social media posts and stories posted by LL lash trainers, webinars and online courses provided
· The operational sector is responsible for the abilities of the employees (Francis, 2011)- each new member of the LL crew (warehouse, administration, education) is professionally trained
· Skilful selection of stakeholders and seamless communication with them leads to unbeatable (Francis, 2011)- proper choice of LL employees, distributors, and couriers

In one sentence to put it simply... people, process, and technology = high quality products and services (Tarnowski, 2014).

Skill Gap ASK Concept

Always it is worth to bear in mind that no one is perfect. That is why it is so important to be able to spot any shortcomings in the employee’s skills (Waters, 2021). Thanks to this the company has a chance to be flexible facing the challenge or to improve the performance by investing in employee's development (Waters, 2021) leading to their well-being.

2.5 Support

London Lash is not only marque, it is not only products and services, but people... people making up the family (London Lash, 2022). As the company declares on their website, regardless of whether it is a depot worker, lash trainer, lash technician or other stakeholder, everyone is part of the big lash ‘bloodline’ that London Lash cares for with attention (London lash, 2022).

As written on blog by Mandy Peterson (2022), over seventy percent of respondents said that when their well-being matter for employer, they receive genuinely huge support. That means the organizations strive to boost their staff well-being (Peterson, 2022), which leads to strong bond and commitment.

3. EMPLOYEE’S DEVELOPMENT VEHICLE = ORGANIZATIONAL SUCCESS

Having the right staff in right place is essential but as already mentioned above, the company, especially rare type of industry like lash extension businesses, should constantly consider the needs and expectation of the crew. So, they can build beneficial relationship over time thanks to which organization can perform successfully and survive in challenging times. The PLAN should implement the following:

3.1 Compensation and Appraisal.

As Dorota Wysocka Bradshaw (2016) wrote on popular beauty internet platform, the entire payroll system has a strict impact on the employee’s commitment and, consequently, on the prospering of the business. But apart from the fact it should satisfy the staff, it should be commensurate with the contribution that the employee makes in the entire project (Wysocka Bradshaw, 2016).
On the top of that, no matter what function the individuals handle, they should be rewarded from time to time for the quality of work performed (Wysocka Bradshaw, 2016).

While some employees are exposed to nice feedbacks (in that case, lash trainers or online sales customer service team) from customers, it is extremely important that the rest of ‘invisible’ staff who is a part of building the company’s standard, also feel appreciated (Wysocka Bradshaw, 2016). Behind the London Lash success there is also the warehouse team, that is their organization, precision, and speed of orders.
Most importantly, not only money satisfies employees (Wysocka Bradshaw, 2016). It is worth looking for other source of appraisal (Wysocka Bradshaw, 2016), such a simply ‘Thank you’ more often said, gift cards, discounts, or various vouchers.

3.2 Competencies of HR Process – Managing Change Process.

An excellent HR officers, possess knowledge in the field of human resource management, and are sensitive to anything that may have a direct impact on their activities (Strobel, 2016).
Thanks to this, they can spot shortcomings or internal threats that need additional support in the form of training, changing in processes and covering employee’s needs (Strobel, 2016).
It is therefore an indispensable unit that helps the organization to function successfully as HR professionals are fully aware of the fact that their understanding of the industry and organization, their manners, practices, and perceptiveness create the unbeatable quality (Strobel, 2016).

There is one essential thing in beauty business. As Lauren Brown (2018) quoted HR director Lisa Wheatcroft in her article, people joining the organization must feel that they create their professional path by working for a BRAND and not just occupying the workplace. And this London Lash should still be held on.

3.3 Performance Management.

Effective Performance Management is a technique that helps superiors to select team for the company’s mission and vision, introduce appropriately procedures, and face problems in advance to keep the brand in professional level (Carpi et al., 2017, p. 108).
The simple principle is that whatever looks measurable, can also be achieved (Carpi et al., 2017). It relies on close collaboration between the managers and the crew to follow the performance, when rewards follow every progress and low performance leads to modifications (Carpi et al., 2017, p. 108).

London Lash, a thriving beauty business started to create their success from people who identify with the brand (London Lash, 2022). Therefore, it is a fantastic asset. Instead of focusing on simply selling, the expertise gained, and a sense of customer needs should be used by the staff (NHBF Limited, 2019) in this type of industry when dealing with clients. This is an assumption that must be made to manage the performance (NHBF Limited, 2019) and which is closely related with Human Capital and Knowledge Worker Theories.

3.4 Human Capital and Knowledge Worker Theory.

Why are the right people in specific function so important as in London Lash dividing the sales between retail and education? They create the diagram: Human Capital + Social Capital = Knowledge Capital (Bromberg, 2020).

· Human Capital – exposure to learning and practicing + skills of individual (Bromberg, 2020)
· Social Capital – relationships between individuals who create unity (Bromberg, 2020)
· Knowledge Capital/ Knowledge Worker – an opportunity for the company to develop thanks to skilful use of individual wisdom (Bromberg, 2020)

When people share their knowledge and develop together, a seed of innovation is formed (Bromberg, 2020).

London Lash has a wonderful team of highly qualified lash extension trainers on the international scene (London Lash, 2022). This creates an amazing mine of knowledge and ideas giving a massive chance to ‘lord’ in lash industry. Instead of looking for the opportunities outside the company, London Lash must use the resources it has already inside- Human and Knowledge Capitals.


4. Professional Development Planning - Help the Employee Grow.

4.1 Systematic Approach of Training.

In beauty industry the best investment that can be made is one in staff (NHBF Limited, 2019). That is a strong point of the business (NHBF Limited, 2019). Focusing on crew development is a win-win approach where employees engage much more, and gain self-esteem, when the company creates a modern and strong loyal driving force and minimise the risk of staff replacements (NHBF Limited, 2019).

Assuming that the London lash team is international (London Lash, 2022), the company could sponsor language courses, especially for depot workers who do not have high prospects in their jobs or help such an employee to enter the market more easily in financial and educational terms as an eyelash stylist.

4.2 Sustainability in Human Resource Management.

For the company to be constantly sustainable, it must be precisely characterised in the context of the mission, vision, and workplace culture (Forbes, 2018), then it only unites people who have their place on Earth there. At the same time, employee’s motivation must be constantly fuelled and their career moving forward in any way.

In fact, how in London Lash can depot workers develop their careers? How can lash instructors move forward if they do not go away and open own businesses?

Again, it is important that the company associate women as luxury treatment - eyelash extension enthusiasts. Far enough to follow London Lash Instagram account and website to see how great LL’s trainers find themselves posting and publishing valued contents under the brand name. Apart from earnings, it gives them recognition, fans, high self-esteem, pure fulfilment. They work in the industry in which they feel needed, appreciated with various nonmaterial bonuses.

London Lash thus becomes a MENTOR who enables personal development and gives a free hand to the educators. The company should continue this sophisticated tactic of tie the quality worker and find similar system to implement in their warehouses.



5. Conclusion.

It turns out that the times of the COVID pandemic made management levels aware of the importance of employees... how much they can contribute to the company when they are supported, and rewarded, and beside all that, thanks to employment in organization, they pursue their professional path, developing and gaining experience.

Let no one lose it. Employability and HR are heading in the right direction in which any business is able to achieve satisfactory results.
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