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AC 1.1. Evaluate the advantages and disadvantages of the organisation structure in your organisation (or an organisation with which you are familiar) and evaluate the advantages and disadvantages of one other organisation structure. Within the evaluation, you should include the reasons underpinning the structure. 
Organisational structure enables an organisation to effectively achieve its strategic goals. It can be defined as ‘the pattern of relationships of the workforce and their relative positions in the organisation’ (Campbell & Craig, 2005). Structure impacts on how work is carried out and how teams interact so if an organisation's structure doesn’t align with its strategic goals, culture and performance can be negatively affected (Taylor & Woodham, 2022a). 
Different types of structures include divisional, functional, flat or matrix. Hywel Dda University Health Board (HDUHB) have a prominent, steep hierarchical structure. A clear, top down, chain of command connecting many layers of management (Taylor & Woodham, 2022a). This command-control type structure minimises risk in a health care setting driven by strict parameters, including financial and performance targets. Whilst it provides clear lines of authority and top-down accountability, tall hierarchical structures often demonstrate transactional leadership and have been associated with poorer health care outcomes (Fernandopulle, 2021).
Hierarchy provides clear development pathways and understanding of roles and responsibilities however, Armstrong & Taylor (2016) suggest that too many layers of management can inhibit communication and teamwork. Fernandopulle (2021) agrees that multiple middle managers can lead to messages from frontline staff being lost in translation causing delay in implementing change. This can result in staff feeling they have no voice or disconnected from business goals causing job dissatisfaction, decreased engagement and high turnover (Taylor & Woodhams, 2022a). 
In contrast to this, Nike, a well-known sporting brand, operates under a matrix structure. This structure doesn't follow traditional hierarchy instead, two or more structures overlap meaning teams report to multiple managers at one time. For example, at regional level, Nike managerial responsibility is broken down into business unit and function as seen in Figure 1.2.
Figure 1.2 Nike regional matrix structure (Lorenz & Hennrich, 2017 cited in Brenner et al., 2013).
,  [image: ]
This type of structure works for Nike as the company produces many products, campaigns, and projects simultaneously. Within the rapidly changing market that Nike operate in, the matrix structure allows leaders to make and implement decisions quickly (Brenner et al., 2013). However, historically there have been problems highlighted with a matrix structure such as power struggles, excessive overhead and tendency towards anarchy (Davis & Lawrence,1978) which are still present today.
When working on projects, a matrix structure can be beneficial as specialists from different functions come together to create a team with mixed skill set, increasing efficiency through shared resources. Therefore, it’s great for collaboration and increased productivity however, it can be complex and reporting lines can be blurred so communications key (Wells, 2023). 

AC 1.2. Analyse connections between your organisation’s strategy (or an organisation with which you are familiar) and its products or services, and customers.
An organisations strategy is a long-term plan that sets out the organisations goals and how these will be achieved. Having a strategy, is a key aspect for building and sustaining a successful organisation (Taylor & Woodhams, 2022b). 
The link between communities and health care has been increasingly recognised across the NHS and communities are being directly involved in the design of services that affect them (Buck et al., 2021). In the analysis stage of HDUHB strategy; ‘A healthier mid and west Wales’, it was determined, through community engagement groups, that local communities needed timelier, closer to home care which in the development stage, along with consideration of current business environment, has driven the direction of the strategy and services provided. For example, one of the strategic aims is to provide more integrated, community-based services. Moving away from hospital-based care reduces accessibility issues for people, takes pressures off hospitals, reducing admissions and waiting times (HDUHB, no date). This shows a connection between customer needs and strategy but there may be disconnect in the way services are provided. 
In some part there is a link by setting up community hubs which is already happening in areas such as outpatient appointments and rehabilitation (HDUHB, no date). However, on the other hand, there are plans to develop a new hospital as the main site for urgent and planned care which due to the geographical area HBUHB covers, means it’s likely to increase travel time for much of the population. For example, from St. Davids in Pembrokeshire to the potential new site of St. Clears, it would take 59 minutes to reach the closest urgent and planned care hospital (Google, 2024). The emphasis on community-based care may counteract this problem but it’s likely to dramatically increase the reliance on the community care teams where staff shortages are still an issue, ‘creating some of the largest backlogs of care and long waits’ (Buck et al., 2021). It could also be questioned as to why a new hospital is needed, if the focus of the strategy and needs of the people are community-based care. By holding public consultations with the community regarding the ongoing strategic plans, it suggests the health board are valuing the opinions, wants and needs of the community however, the direction that some services are going would suggest a disconnect.  
AC 1.3. Analyse three external factors or trends currently impacting your organisation (or one with which you are familiar). The impact of these factors or trends could be positive, neutral or negative, some are short-lived whilst others are long-lasting. Identify organisational priorities arising from the factors or trends analysed. 
The Covid-19 pandemic has left a lasting impact on the financial state of the NHS. Increased inflation and energy costs, along with elective care backlog has led to a large increase in day-to-day costs meaning several changes have been implemented to reduce spending (Welsh NHS confederation, 2023). There has been a stop on all non-essential study and educational leave and HDUHB has introduced the ‘financial control group’ to stop non-essential recruitment and have tighter control over spending on recruitment in general. There’s also a big push to transfer agency staff to internal bank staff to reduce costs of fees. Financial stability is key to providing quality care and positive patient outcomes which is the whole essences of the NHS. Therefore, improving the financial situation is a priority as ‘decisions made now could have a long-term impact on health and wellbeing of the population’ (Welsh NHS confederation, 2023).
The current cost of living crisis hasn’t only affected the organisation but individual employees too and has resulted in strike action over pay. In 2022, it was suggested that ‘700 doctors could leave Welsh NHS over pay’ (BBC, 2022). To this day, junior doctors in Wales continue to strike as they ‘have experienced a pay cut of 29.6 per cent in real terms over the last 15 years’ (BMA Cymru Wales, 2023). Inevitably, this causing numerous staffing shortages leading to disruption in services and the public are beginning to lose faith in the NHS system. Aside from reputational damage, the constant battle negatively impacts upon organisational culture and staff wellbeing. If the government cannot offer a pay deal at least in line with inflation, junior doctors in Wales are likely to leave, shortening the employee lifecycle and causing catastrophic consequences for NHS services and patient care. 
As a result of increased life expectancy and decline in fertility rates (WHO, 2010) another factor affect the NHS is the aging population. The Welsh Government (2021) predict that by 2038, 1 in 4 of the population will be over 65 hence the need to change the way care is provided. With an aging population comes more health and social issues which has been a contributing factor in the development of HBUHB ‘A Healthier Mid and West Wales' strategy. This has influenced the need for more community and integrated pathways to manage the complex needs of the aging population living with multiple conditions. Focusing on achieving these strategic goals now will have positive long-term effects on the safety, accessibility and sustainability of service for future generations (HDUHB, no date).

AC 1.4. When setting out its view on automation, AI and technology, the CIPD states, ‘Automation, artificial intelligence (AI) and other workplace technologies are bringing major changes to work and employment.’  Assess the scale of technology within organisations and how it impacts work.  
When thinking about artificial intelligence (AI), one burning question springs to mind; 'will humans be needed in the workplace?’. Elon Musk suggests ‘there will come a point where no job is needed’ (Sunak, 2023). Whilst this may be extreme, the advances in technology and AI are no doubt going to change the future of work for humans. It’s suggested that ‘two thirds of occupations could be at least partially automated by AI’ (Stokel-Walker, 2023, p35) which may either increase people anxieties about the future of their work or excite them at that prospect of easier working lives.
Since the 1950’s, scientists have been trying to mimic the operations of the human brain with AI by using data to make predications. One of the first predictions was where flu will spread but now it's gone as far as predicting the next word of a sentence and business is on the cusp of widespread adoption of AI technology (Stokel-Walker, 2023, p28). 
Technology develops at a seriously fast past but can quickly become obsolete, so work and workplaces need to be adaptable to survive (Taylor & Woodhams, 2022a) and reap the benefits of introducing AI technologies such as improved performance through improved quality of services, reduced costs and increased revenue (Mohdzain, 2021). 
It seems many people are concerned about the effects AI technology will have on their jobs and the risk of losing their job to AI and there are suggestion that in future ‘machines will do most of the jobs we’re doing today’ (Nuwer, 2015)’ but Stokel-Walker (2023) proposes that AI technology doesn’t necessarily mean replacing job roles but may mean redefining them so skillsets required may differ. Within HR, utilising AI for data crunching can save time and refocus people professionals' energies into advisory roles and employee development where empathy is important, something robots cannot provide (Stokel-Walker, 2023, p30).
There’s also advances in health care with robot surgeons. It’s been found that ‘robot-assisted surgery is less invasive and appears to reduce patient recovery times’ (Mohdzain, 2021). However, humans are still required to operator the robots and to step in when there are complications. So, whilst job roles may look different, training and requirements may be different, there will still be jobs. Therefore, it's important to provide people with the skills and knowledge required to work with AI technology and not against it to enhance individual and organisational productivity/performance.
AC 2.1. Explain Edgar Schein’s model of organisational culture and explain one theory or model which examines human behaviour. 
Edgar Schein’s model has three levels to help understand culture: artefacts, values and assumptions (Gifford & Wietrak, 2022). 
Artefacts are the products of an organisation that can be observed, such as the physical environment, uniforms or behaviour. For example, strict uniforms within hospitals are symbolic of designated roles and give the impression of professionalism to service users. 
Schein (2017) define the second layer as 'various espoused beliefs, values, norms, and rules of behavior that members of the culture use as a way of depicting the culture to themselves and others’. For example, HDUHB has declared sets of values as seen in Figure 1 which define the expected norms and behaviours of employees and how they interact, as well as guide policies and protocols.
Figure 1. HDUHB values. (HDUHB, 2018) 
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Shein’s model suggests, it’s the assumptions that are the essence of culture. He explains, the unconscious beliefs and values are what really determine behaviour, perception and feelings of an organisation but are not always visible (Schein, 2017) With the iceberg analogy in mind, this model puts forward the idea that artefacts, at the tip of the iceberg are visible, but the values and underlying assumptions or beliefs that drive these behaviours lay deeper beneath the surface.
Motivation impacts upon human behaviour and many theorists have explored how motivation works such as Maslow, Herzberg and Throndike. Herzberg motivation-hygiene theory is just one content theory based on the ‘belief that an unsatisfied need creates tension and state of disequilibrium’ (Armstrong & Taylor, 2023). 
Herzberg’s theory identifies two factors, hygiene and motivators that either drive satisfaction or dissatisfaction in the workplace. The key aspect of this theory is that dissatisfaction and satisfaction are not opposites of each other. Motivation factors include recognition, growth, interest of work itself and achievement which lead to job satisfaction, whereas hygiene factors, including working relationships, policies, working conditions, salary or job security impact upon job dissatisfaction (Herzberg, 2003). 
For employees to be happy at work, hygiene factors need to be met but this doesn’t mean employees will be motivated. For example, according to this theory, improving relationships with managers at work is likely to improve employee happiness but not necessarily motivate them to work harder as hygiene factors are simply there to prevent job dissatisfaction but alone do not motivate or satisfy employees (Armstrong & Taylor, 2023). Essentially, for employees to be motivated at work there needs to be focus on intrinsic factors such as opportunity and recognition for achievement.

AC 2.2. Assess how people practices in your organisation (or one with which you are familiar) impact both on organisational culture and behaviour, drawing on examples to support your arguments. 
The health board have defined core values as mentioned in AC 2.1 that shape the organisation culture and behaviours. People practices such as recruitment, learning & development (L&D), reward and developing fair policies impact on behaviours and culture helping bring these values to life. 
Reward and recognition can impact behaviour by influencing motivation, commitment and engagement (Armstrong & Taylor, 2023). HDUHB have the chair’s commendation awards to celebrate employees and recognise their collaborative, innovating and compassionate contributions to the organisation. By rewarding and recognising employee contribution, they are more likely to be engaged, committed and motived to perform, positively impacting on workplace culture (Waite et al., 2021). To positively influence behaviour, rewards and recognition need to be seen as fair and consistently linked to performance (CIPD, 2022). It could be argued this is not the case for the commendation awards that are based on colleague's opinion and nominations. This can have the opposite effect on behaviour and performance and can cause envy among colleagues, demotivating teams (CIPD, 2022).
Providing L&D Oppurtunites for employees can increase engagement and productivity, contributing to a better work atmosphere (Patterson, 2023). HDUHB do this by encouraging continuous professional development (CPD) opportunities and providing access to L&D for employees at all levels so they can fulfil their potential and be responsive to change. By investing in employees and showing genuine interest in their growth and development they feel valued and tend to stay within an organisation longer promoting a culture of loyalty (Patterson, 2023). Organisations' that do not provide opportunities to grow and develop and more likely to lose employees (Kassu, 2023). HDUHB have a catalogue of courses, external, internal, digital or face to face which fosters a culture of inclusivity and gives employees a sense of autonomy over learning whereas organisations that just provide online training risk an unengaged or isolated workforce (Patterson, 2023) (CIPD, 2018). 
Recruitment practices also impact upon culture. Organisations should ensure that recruitment practices align with core values to create a positive workplace culture. Mostly HDUHB recruitment practices reflect an inclusive and diverse culture by providing guaranteed interview schemes for those with a disability or ex –military personnel, anonymous shortlisting and allowing reasonable adjustments at interview (CIPD, 2021). Practices have been modernised to manage recruitment online which can help attract more diverse pool of candidates (Armstrong & Taylor, 2023) however, this may lack inclusivity as there’s no paper applications and so not everyone has equal opportunity to apply (Taylor & Woodhams, 2022b).

AC 2.3. Explain two different models or theories to managing change.  
There are several models that can assist with managing change effectively, one being Kurt Lewin’s three-step model.
Lewin’s model is straight forward and easy to apply in three steps; unfreeze, change and refreeze. Lewin recognised that people are often resistance to change as it upsets the quasi-stationary equilibrium which can be unnerving (Hussain et al., 2018). Employees need to understand change before it can be accepted and implemented effectively therefore, the unfreeze stage is about preparing and communicating the need for change. This involves breaking down the current culture or structure to understand why change is necessary and increasing the drivers for change, motivating those resistant to it (Armstrong & Taylor, 2023). 
The change stage is a transition period, that doesn’t happen overnight. During this stage there should be transparency and employees should be kept informed and reminded of the benefits of the change, so they begin to accept and support the new direction of the organisation (Mind tools, 2023). 
The refreeze stage focuses on stabilizing and ‘reinforcing the Quasi-stationary equilibrium’ (Burnes, 2020). By this stage, employees should be confident in the organisations new direction and the changes should be incorporated into everyday working (Mind tools, 2023).
Another model is Kotter's eight-stage process outlined in Figure 2. John Kotter also recognised that change doesn’t happen overnight and takes a lot of planning, preparation and most importantly, effective communication.
Figure 2. Kotter's 8-stage model (Kotter, 2023) 
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Similarly, to Lewin’s model, the first four stages focus on defrosting the status quo, these include, establishing a sense of urgency, creating the guiding coalition, developing a vision and strategy, communicating the vision. The 'guiding coalition' is about establishing a power group to lead change and act as a role model to demonstrate the expected behaviours (Kotter, 2012).
Stages five to seven are focused on introducing new practices, removing barriers and generating short-term wins and stage eight ensures changes are embed in the culture through better leadership and connecting new behaviours with organisational success. To be effective, the process must be driven by high-quality leadership and common barriers, such as fear of the unknown, lack of trust and paralyzing bureaucracy must be addressed (Kotter, 2012).
Although Taylor & Woodhams (2022a) suggest there is no specific order that these steps should be applied, Kotter (2012) implies that skipping any stages or not following order rarely works and can come across as forced.

AC 2.4. Discuss one model that explains how change is experienced. 
Change is experienced differently by everybody and as described by Taylor & Woodhams (2022a) there will likely be winners and losers in the mist of change as not everyone will feel immediately satisfied. Managers need to have some emotional intelligence to understand the emotional states experienced during change and Kubler-Ross change curve seen in Figure 3 can help with this. 
Figure 3. Fiver stages of Kubler-Ross' change curve (WalkMe, 2023). 
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When change is first apparent, people can feel overwhelmed and enter the stage of denial. Often, people become defensive as they don’t have the information required to understand and process the change (Streelman, 2023). 
Next, people may feel anger, especially if they feel they’ve had no voice in the change matter. A sense of frustration may take over before they begin to enter the bargaining stage. At this point, people may try to negotiate a way out or look for ways to modify the change to reduce the impact it will have on them (Roberts & Tracey, 2023). In this situation, managers need to stay focused on the goal and remain firm in their decision which can lead people to the next stage of depression because they feel hopelessness and there is realisation the status quo they’re used to, will not be the same (WalkMe, 2023). As the change curve assumes all employees will accept change over time, there can be reduced emphasis on the need for employee support and explanations (Roberts & Tracey, 2023) but if people are able to express their emotions and supported through this stage, they will reach the final stage; acceptance. At this stage, they’re able to move forward with the change and begin to incorporate changes in everyday work (Streelman, 2023).
Although the curve can help understand the emotional response to change and recognises the need to provide support, Roberts & Tracey (2023) highlights that it doesn’t provide practical solutions on how or who should provide it.
Aside from helping managers, the change curve is also a useful tool to help train employees in how to cope psychologically with change (Taylor & Woodhams, 2022a). However, as mentioned, people experience change differently so it can be challenging to put in an organisational setting. It has been suggested that the model is too linear as people will progress at different paces and may even regress to previous stages during the change process (Roberts & Tracey, 2023). 

AC 2.5. The CIPD’s Health and wellbeing at work survey 2022 found, ‘There is less management focus on health and wellbeing compared with the first year of the pandemic’, and goes on to remark that this is disappointing. Assess the importance of wellbeing at work and factors which impact wellbeing. 
Employee wellbeing is concerned with employee's experience at work in terms of happiness and health; both physical, mental and social (Armstrong & Taylor, 2023). 

A good organisational culture, that embeds an effective wellbeing programme is more likely to attract and retain employees (McIntyre, 2021). The stress’ of today's business environment are a concern and with sickness absences at the highest levels seen in over a decade (CIPD, 2023), investing in wellbeing initiatives is more important now than ever. Wellbeing initiatives have not only been found to reduce absenteeism but also the associated cost, presenteeism and employee turnover (CIPD, 2017). 

Wellbeing initiatives have been associated with increased resilience, engagement and organisational performance (Suff, 2023a) although, some critiques suggest that it’s difficult to ‘attribute certain outcomes to special wellbeing activities’ (Taylor & Woodham, 2022b), The CIPD Health and Wellbeing at work report (2023) found ‘over a quarter (27%) of those with a standalone health and wellbeing strategy report improved productivity’ but to be truly successful, organisations should ensure a fully integrated approach (Taylor & Woodhams, 2002b). 

Relationships, financial wellbeing, stress, job demand and design are factors that can impact wellbeing. Suff (2023b) suggests some pressure and challenges can be motivating, drive engagement and improve performance however, it can become excessive and job intensity can become unbearable, particularly in today's business environments that are often hyper-competitive, leading to toxic cultures and decline in performance (Bevan & Cooper, 2022). It’s not just stress at work that can impact employee wellbeing, it’s also stress at home. Now with the increase in home working, there is greater emphasis on this cross over with lines between work and home life becoming somewhat blurred. With the ability to work from home, people may feel more inclined to work whilst feeling unwell, exacerbating presenteeism, which could be counterproductive for an organisation (Cox, 2023). Ensuring work is well designed and promoting work-life balance are important to maintain a healthy workplace and positively impact employee wellbeing and engagement (Waite et al., 2021).
Wellbeing for employees will look different for everyone but can benefit both employees and the organisation. If employees aren’t feeling happy and healthy, they aren’t going to be able to give 100% at work without feeling stressed and overworked. By supporting employees and investing in their wellbeing, these situations can be prevented, employees physical and mental health will improve and therefore, raise their chances of performing better at work (Taylor & Woodhams, 2022a).  

AC 3.1. The CIPD Profession Map states ‘People practices are the processes and approaches that we use across the employee lifecycle’. Discuss the links between the employee lifecycle and different people practice roles.
The employee lifecycle refers to how organisations interact with their employees from the point of attraction through to leaving. There are 6 key stages as outlined in Figure 4. How employees feel through each stage is influenced by people practices. Executing good people practices throughout the lifecycle can improve employee experience, boost productivity and performance and improve employee retention (Verlinden, 2022). 
Figure 4.  Employee lifecycle (Waite et al., 2021)
 [image: ] 
There are people practice roles linked to each stage of the cycle. For example, within HDUHB the talent management team are responsible for attraction of employees and the recruitment team responsible for recruiting them. These stages are the first part of an employee's journey and will influence the way the organisation is perceived and determine the type of employees you recruit. The teams work closely to get these stages right, to recruit the right employees and prolong the employee life cycle (Cattermole, 2019). As much as employers are trying to determine if potential employees are right for the organisation, candidates will also be trying to decide if the organisation is the correct fit for them. Essentially, both employer and employee will be trying to determine if their values and culture align. It’s helpful at this stage for employers to promote their values and promote themselves as an inclusive employer. Creating an employee brand (Taylor & Woodhams, 2022a) and including a ‘statement of intent to be a positive, open and inclusive employer’ (Taylor & Woodhams, 2022b) are good starting points. 
Learning and development roles help retain employees by ‘offering learning programmes that enable people to develop their skills and potential’ (Armstrong & Taylor, 2023). Providing development and career opportunities, positively impacts on retention, employee turnover and engagement levels. Employees that feel they are progressing within the organisation are likely to feel more valued (Waite et al., 2021) which again will positively impact on the employee lifecycle.
[bookmark: _Int_BmUcUKDh]Inevitably, employees are going to leave an organisation, whether that be voluntary or forced. If an employer is terminating an employees contract, the HR team are responsible for ensuring the end stage of the lifecycle is fair, professional and complies with the law to protect themselves from lawsuits (Smyth, 2020).  When an employee is leaving, exit interviews may be conducted to gain further insight and understanding of why, and the HR team are responsible for managing this (Waite et al., 2021).  Exit interviews can help determine ways to improve retention and may influence strategic plans and reshape the direction of people practices policies to extend the employee lifecycle.

AC 3.2 Analyse how people practice connects with other areas of an organisation and supports wider people and organisational strategies.  
People practitioners are the bridge between people strategies and wider organisational strategies. They are linked through vertical and horizontal integration. Vertical integration connects overall organisational strategy with people practice strategies through upward and downward communication. People practice strategies must fit with organisational strategy so people practices can add value and support organisational goals, but they also support in the development of wider strategy by providing insights on people practice data or metrics such as employee turnover which may influence the strategic aims. (Taylor & Woodhams, 2022a). 
People practices can also support strategy implementation either directly or indirectly. They may be involved directly by hiring people for a specific project or leading on organisational restructures. New strategies often impact employees in some way and in which case, people practitioners may be involved in communicating these changes. Indirectly, people practitioners need to fully understand the strategic aims of an organisation to provide the correct guidance to different areas that are impacted and determine the direction of people practices (Taylor & Woodhams, 2022a).  This is often achieved through Ulrich’s HR model which incorporates a business partner. Business partnering is used to define and align people practices to meet the organisation’s objectives (Coogan, 2023). Moving away from the traditional operational function of HR to a more strategic approach, this model can provide a more connected way of working and ‘ensure strategic objectives are achieved by helping shape strategies that connect people practices to high performance’ (Coogan, 2023). However, Stevens (2015) suggested that this model is best suited to large organisations and only successful if transactional work is reduced. Others suggest that business partnering models fail to add any strategic value and are often hindered as other areas of the business are ofteb pessimistic about the people function (Frith, 2017). 
People practices such as learning needs analysis, creating talent pools, developing people policies, recruiting people, performance management and workforce planning are all examples of people practices that can help support the organisation and its employees (CIPD, 2024). For example, recruitment, onboarding and learning and development practices support the wider organisational strategy by identifying, attracting and retaining individuals with the correct knowledge and skill set needed to attain organisation goals (Armstrong & Taylor, 2023). Linking these practices together can increase impact and reinforce behaviour to meet performance targets (Peters, 2023b).  

AC 3.3 Discuss processes you have, or could use, for consulting and engaging with internal customers of the people function in order to understand their needs. 
Consultation and engagement are important to understand what internal customers such as senior managers, line managers and individual employees want from the people function. 
One of the first steps in consulting and engaging is identifying who your internal customers are through internal stakeholder analysis. This will help establish priority groups based on how important the stakeholders are in terms of influence and power which will determine how and when HR professionals communicate with different stakeholders (Taylor & Woodhams, 2022a). For example, those identified as key stakeholders have the biggest influence and power (directors) and should be of priority in terms of establishing what they need from people function. 
There are various activities that can take place to understand internal customer needs such a focus groups, surveys or meetings. The outcomes and feedback should drive people function priorities or strategies.
Surveys are useful to provide insight into what internal customers need and can help indicate the direction of future plans for the people function (Armstrong & Taylor, 2023). A positive is that those who take part remain anonymous, so honest responses are more likely, but the difficulty is getting people involved and avoiding ‘survey fatigue’ (Campbell et al., 2023). For example, the recent NHS staff survey was over 100 questions long which impacted upon people's enthusiasm to complete it therefore, survey design is crucial. 
Where there are concerns about remaining anonymous, organisations may opt to use external consultants so those taking part feel more comfortable in providing honest answers or highlighting internal problems, for example, an issue with a manager. Although using external consultants creates separation and reduces potential bias in questions, it can be costly and therefore, not always possible (Taylor & Woodhams, 2022a).
In contrast focus groups are more cost effective and demonstrate personal and individual attention to internal customer concerns. Focus group are most effective with a small number of participants to encourage open dialogue however, this can mean they are time consuming (Mayhew, no date).
Alongside these activities, consultation and communication processes are important for engagement and to keep stakeholders informed of people function activities. Internal communication has been linked with increased employee engagement and staff retention as they feel connected to their workplace, understand the organisations strategy and how they contribute to its wider purpose (Peters, 2023a).
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Our values cannot just be words on a page;
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They need to underpin everything that we do and should reflect
the day to day behaviour of everyone in Hywel Dda.





