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1. [bookmark: _Hlk45751020][bookmark: _Hlk45815888][bookmark: _Hlk46095801][bookmark: _Hlk46000208][bookmark: _Hlk46096537][bookmark: _Hlk46059507]Aims and Objectives
The aim of this report is to critically assess whether developing employees with development vehicles, will benefit the organisations. I will conduct a case study based on a leadership role on Capita, who are a global innovative company specialising in digital services, consulting and software business.
2. Methodology
In order to evaluate the aim and objectives, I will be using primary and secondary data collection. I will be conducting a questionnaire to be answered by a manager if development vehicles have been conducted within their workplace environment and the results.
The secondary data will be collected from books, journals and internet.
3. Introduction
Throughout the history of mankind, we have evolved from the first primates, to what we see now. Over 4 million years ago, one of the earliest human development was - bipedalism within humans, which is the ability to walk on 2 legs. In addition to this they made innovative tools to survive, language development etc, (Smithsonian, National Museum of Natural History, 2019). 
The bottom line you cannot stop evolution, it will happen regardless, as it is in our nature to innovate and change. This is true in all matter of things, be it millions of years ago to present day. From manual labour in manufacturing cars, developing 3rd world countries, studying to improve one’s capability to better ourselves, businesses and the workplace, everything evolves with innovative ideas. As humans it our basic psychological behaviour which defines where we want to improve and succeed.
The nature of workplace environment has changed significantly over the years, industries have globalised, making way for lateral thinking. Organisations have evolved and moved with the times to accommodate new business trends in markets, intensifying competition. Stressed workers with high demand output and less time to complete objectives has become normalised. Organisations are managing this by applying modern HR organisational system, which has been highly credible in promoting employee wellbeing.  
Organisational HR, use development vehicles to enhance employees’ skills, developing cognitive/ soft skills.   
I will be critically evaluating the importance of 3 development vehicles:
· Motivation
· Commitment
· Employee Engagement 
How important are theses attributes, in relation to employee’s fundamental behaviour in the workplace?  
4. [bookmark: _Hlk45751040]What are Development Vehicles
These are essentially the self-development tools required to help individuals learn and progress in any aspect in life, be it social or professional career development. 
Development tools range from motivation, Commitment, Employee engagement, Feedback and Rewards etc. There are many ways which organisational HR can support employee’s growth by conducting regular 1-2-1’s, creating company goal based personal development plan, investing in Computer based learning, workshop/ course learning, on the job learning. 
You can make a huge difference to your organisation by positively implementing these tools. As it demonstrates to your employees, that you are committed to support their personal growth and professional advancement. 
These tools are derived from Organizational theories developed over time, the timeline       (fig 1) is demonstrated by Prof. Lars Groth, who has 20 years’ experience in consultation work and academic research (Groth, 2020). 
[image: ]  
Fig 1

4.1  Motivation
Motivation represents the energy that helps an individual to reach one’s goal by stimulating their sensory and biological needs. There are essential 2 types of motivation -
· Intrinsic motivation is when a person is gratified from a personal sense of satisfaction. 
· Extrinsic motivation is when a person is performing to gain something from others.  
According to Steinbauer, R (2018), intrinsically motivated individuals are independent, self-driven and do not require external validation but rely on their interest towards their work and feel self-worth from the completion of their task.  Employees who are extrinsically motivated, only work toward towards a means to an end i.e. – pay, work environment etc. 
Over time our individual needs have changed due to progression and innovation change, so to be successful, motivation is key. 
One of the key theories which is still being used is the Herzberg 2 factor model. This is based on motivators and hygiene factors (fig 2). Its analysis is that you need to fulfil the hygiene factors before motivation can happen. 
  
Fig 2[image: ]

 According to Herzberg (Herzberg, 1973) he states in his interview with BBC –
[image: ]
 (Appendix 1 – full transcript) 
Herzberg theory demonstrates, as people we want to be successful, there is an art in how we manage people, by touching the right nerve is the essence of what motivates a person. Each person is unique, not one person is the same BUT fundamentally we do have basic needs. Once these basic needs are met (hygiene) then we are motivated enough to excel. 
According to Sinha, K (2020), the Herzberg theory was developed in the 1960/70’s. The analysis of his theory was based on interviewing 200 employees (accountants/ engineers) over 11 firms based in the USA. The small quantity and the type of workers would hugely affect the outcome of the study. Herzberg study was based on professionals, you cannot apply this to all level of workers i.e. Lower end workers who are motivated by pay and benefits, the hygiene and motivating circumstances will be reversed depending on their needs. The essence of his theory makes sense, but this study should have reflected opinions of different positions, with more quantity. Another aspect was that the data collected was based on 2 respondent answers – Exceptionally bad or Exceptionally good, there was not movement on the answers, so this is biased.  







4.2 Commitment
Commitment is a person’s psychological behavioural approach. This evokes a person’s intention and focus by following up with a plan of action. 
One organisational commitment model developed by John Meyer and Natalie Allen is the “The three Component Model of Commitment which is based on an individual’s psychological state, it has 3 components (fig3) – 

[image: ] Fig 3
· Affective – These are willing employees who “go above and beyond” and exert extra effort for their job. Affective occurs when the employee feels a strong genuine, emotional attachment with a feeling of belonging to their organization, through core goals and values. Your productivity will increase with job satisfaction – this is affective commitment  

· Continuance – This is usually felt with employees who are already established and are successful in their role, having acquired promotion.  An employee may weigh up the advantages and disadvantages of staying with the company i.e. salary/ benefits/ job role or developed friendship if they wanted to leave the organization

· Normative – Employees who feel obligated to stay at an organization even though you are unhappy. If your organization has invested in your training and you have fundamentally developed through them then you would feel that you “owe” them through loyalty. These feeling develop through your upbringing, the right and wrong thing to do. 
Employees who fall under continuance and normative commitment will not be motivated and be bored, and they may hinder the morale of their group. By doing that, influence the employees who are productive. 

It is important to positively apply these components to help develop an individual by recognising which component they fall under and use HR strategies to provide affective commitment. It is up to the manager to find out where their employees fall under and see what is lacking in their motivation via 1-2-1’s. 
According to Journal of Applied Science (2008), is not best used for a general model of commitment. As it has discrepancies, in lacking empirical sustenance. It is only good for predicted employee turnover. 
4.3 Employee Engagement
Employee engagement is based on a person’s internal state of mind both physically and emotionally. Employee engagement is being dedicated and enthusiastic, by being fully involved in a team. An employee cares about what they contribute, who focussing on goals, is trusted, and has regular constructive feedback and support. This provides empowerment and that their contribution is praised and recognised.  
This approach can be measured depending on the managers, if you do recognise individual needs then you can easily demotivate employees and hinder productivity. To increase engagement, organizations need to understand what drives their employees and commit them to taking action. 
How do organizations engage employees? According to CMI (2015) various well-known global company’s engage employees through organisational culture such as - 
Google - “Transparency” is the culture that they have applied. To encourage teamwork and creativity, Google break down the barriers between hierarchy and which provides ownership to employees to flourish. 
Virgin – Incorporate “Listening” into their culture, by listening ang taking in employee’s opinions and taking action provides self-importance thus engages the employee. 
Southwest Airlines – Provide “purpose” within their culture, they feel that providing a purpose as a goal, engages employees to working.
SHRM Foundation (2006), acknowledge that it is hard to quantify the definition of employee engagement as it is subjective to each individual organisation aim and goals. In depth research has been developed to try at least to identify the core of engagement, one such study is reflecting on employee surveys conducted (fig 4) 

[image: ]
Fig 4
The surveys concluded (fig 1) that there are basic employee engagement specifics - 
· Pride in their employer 
· Satisfaction with employer support
· Work fulfilment
· Given the chance to perform well at work 
· Appreciation and constructive feedback for one’s contributions 
· Support provided from manager 
· Outperform and beyond the minimum work
· Understanding the organisations core mission in line with your job 
· Individuals recognise the prospect for future growth with the organisation 
· Willingness to stay with organisation 
However even though we have engagement specifics, there are still factors to be considered regarding employee engagement, (Open Learn, 2020) in order for positive engagement to take place, collaboration between managers and employees must be unified and respectful as without this employee’s will not respond positively towards management initiatives.  But there is also a worry of over-engagement, this is when the employee becomes a workaholic. Presenteeism is when an employee tends to stay at work, more than necessary to complete the work, causing fatigue and psychological issues. 


5. [bookmark: _Hlk45751062]Development Vehicles in the Workplace: Organisational example 

5.1 [bookmark: _Hlk45751078]Profile of Business
Capita
Website - https://www.capita.com/ 
Linked in - https://www.linkedin.com/company/capita/ 
Twitter - https://twitter.com/CapitaPlc
Capita is a global outsourcing company, founded in 1984, employing over 61,000 people. Specialising in Software, People Solutions, Customer Management, Government Services, Technology Solutions and provide Specialist services. HR management is fundamental in running its organisation. 
Capita uses the Cultural Organisation based on their Values (fig 5).  

[image: ]
Fig 5
They are an outsourcing company, with a huge client base across the world. It is imperative that their Culture and Values is predominant within their workforce. Training and development needs are required to optimise the employee’s worth to the company. 
Capita’s main cliental is administratition and IT, (Independent, 2018) the main 2 high profile administrative contracts that they look after is BBC and NHS. Over the last 2 years they have managed to secure 226 public contracts, making them the cornerstone of public sector dependency. According the stock market chief executive “Jonathan Lewis” Capita has issues by underinvesting and capitalising in too many markets. In the drive to grow quickly they have declined in new sales. Even though Capita have a debt of £1.15bn, their cash position is better than the £390m that competition Carillion are at. 
On the face of the matter it appears that Capita has too many fingers in too many pies. And have stretched themselves too thin, the threat of losing contracts is real. If this does happen Michael Donnelly (stockbroker Panmure Gordon) suggests that £469m public sector contracts will be up for retendering, which is detrimental, as finding other outsourcing companies who are able to compete with the complexity and volume will be hard.
Capita need to readjust their organisation HR tactics in accommodating their current clients, by finding out the areas of their short comings. There are many HR Organisation structures, but because they are a huge global company, the most in line with their company would be the Divisional Structure (fig 6)
[image: Divisional Organizational Structure]fig 6
This structure divides each section into products/ geographies (Creately, 2019). Each section is provided with the functions and resources required to perform. There is also another divisional structure called the “M-form”, this is when a parent company has several subsidiary companies, with different brand names etc. This advantage of this structure is that if one company fails it will not have knock on effect to the other company, but also as it isn’t as integrated, there will be operational inconsistences, to overcome this in-depth regular collaboration must take place.   
As Capita is a company with a vast clientele globally, they cannot work with a HR system, which is static. Different geographical areas must manage within their stand-alone HR system in each country and report back to Headquarters regularly, transparency and open culture is a must to develop positively. 


5.2 Potential Benefits to the organisation
How Capita can use developmental vehicles through organizational HR (fig 7) -
[image: ]
Fig 7
By providing developmental vehicles, Capita can reach success if implemented to their company goals and objectives. Each HR responsibilities must be structured in aligned to self-assessment vehicles i.e. New technology which makes jobs more complex, employees will require adequate training which should provide knowledge and practical assessment. Once an employee is fully trained and supported, they will be confident in completing their task.



5.3 Potential Benefits to the individual
There are many benefits to using develop tools, as an individual, by reflecting and understanding your core is the starting point of progressing. You can start with doing a online Personality test – evaluate you as a person, psychologically, one test available is the Myer Briggs Personality Test (onlinepersonalitytest, 2020), -   https://www.onlinepersonalitytests.org/mbti/. This will provide an insight into yourself, example done based on myself (appendix 2). 
[image: ]
Fig 8
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To provide employee engagement – Capita have structured this form to associate attitude to their Values – this in effect helps identify in how they reflect in occardance to Capita Values – a measuring board. [image: ]
6. Personal development plan

6.1 Profile of person – Helen Morgan
[image: ]Helen has been working at capita since September 2001. She started as an administrator and has progressed through out her career. 
Managerial Style – Helen Morgan (Morgan, 2020) (Questionnaire – Appendix 3) 
Helen has been in a managerial position for 9 years, and this is her first target driven role. This questionnaire has been devised to find out her management style. It concludes that as a manager she is fair but firm, she feels that this is required as you cannot always be overfriendly with employees as you may lose the professional element of your position, if you bond too closely. Maintaining a good workplace relationship is important for success. 
· Monday morning team meeting, to provide information to the employees what the weeks agenda is in completing task – engagement
· Capita has incorporated team building – paid for lunches etc, and as an incentive they hold annual functions for the best team etc who are awarded with an engraved cup – this will provide motivation for being recognised. 
· There is a quarterly formal 1-2-1 with team members, which helps with any underlying issues, where both management and employee have a chance to speak. If there are underlying issues with an employee, supportive documents have been completed to action these – Commitment to improve 
· Provides weekly informal chats/ lunches with team members to ascertain wellbeing, praise etc.– engagement/ motivation
· Overtime is provided on a regular basis – monetary motivation 
· Repetitive work – demotivating 

Current role profile 
· Team Leader for Pensions, managing a team of 25 administrators (new target driven role)
Basic outline of role (full profile appendix 4) 
6.2 
[bookmark: _Hlk45751088]In the 1960’s a self-analysis tool called SWOT (Strength, Weaknesses, Opportunities, Threats) was devised by Credible Business Gurus (Pestleanalysis, 2015). This framework was originally designed for Businesses but has since been adapted to assess personal attributes. This framework can identify your strengths, help reduce your weaknesses, take advantages of opportunities available and help minimise potential threats by having a plan of action in place.  

6.3 SWOT provided by Morgan, 2020 (Personal SWOT) - 
[image: ]



6.3 Personal Development plan
The ideology of the PDP (QAA, 2009) was recognised as part of a Report produced by Dearing and Garrick and developed in 2000, by the National Committee of Inquiry in Higher Education, as a tool to aid development of a person in a learned environment. 
[image: ]
Personal Development plan is an important professional tool which helps an individual identify shortcoming and help action their growth.  It is effective in reaching set individual goals. Empirical studies taken, have identified 9 areas which PDP’s primarily function towards (Beausaert, et al. 2011) -  
· professional development; Where do you see yourself in 5 years’ time?
· reflective learning; ability to learn from past experiences 
· providing evidence; promotes self-awareness
· documenting; certification, selection; Provides personal clarification
· promotion; helps validate why individuals should be promoted
· external mobility; You can apply for roles further afield 
· coaching; Able to learn from peers – support 
· stimulating confidence; challenging roles defined 
· organizing; Where to go from here – step by step
PDP’s (Open University, 2020) is an important structured framework in which you can identify your current skills and where you are required to develop, how to action these, helps toward potential career development by supporting promotion opportunities, appraisals, external job applications.


As Helen is already an experienced manager, I have based this development plan on the Objectives that Helen has provided from Capita (Appendix 5) 
[image: ]
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[bookmark: _Hlk46095822]In addition to PDP’s, Capita have incorporated “My Contribution”, this provides the employee to provide additional contribution, going above and beyond to give a sense of belonging and engagement (Appendix 6). 
· Additional work completed which goes over and above your objectives.
· Positive feedback received from others (customers, colleagues or clients).
· Your continuing professional development in your role.


7. Conclusion
Organisational HR has evolved with the changing needs of the workplace environment, people require encouragement to learn and to be supported. As an employer it is important that we can relate psychologically to ones needs, once these needs are met then you can provide the tools/ training requirements of the individual. Development vehicles are key in successful company BUT must be implemented correctly. 
Employee motivation, commitment and engagement, are fundamental in impacting an individual’s performance, these all interact with one another. Developmental vehicles increase efficiency, which helps the organisation to reach higher levels of productivity. These need to be incorporated in the individuals work routine consistently – regular appraisals, PDP’s.
Organisation to be successful, employee fulfilment is key. Collaboration is required across all stakeholders, the more you invest in your employee the better the outcome, providing you have tapped into their psychological need to want to progress, which would be helped with development vehicles.
The process starts with the HR recruitment process, by sifting candidates through their professional/ social achievements.  After employment, training needs to be implemented. Systematic 1-2-1’s has to be conducted to find out employee’s strengths and weaknesses. The applying the correct development vehicles in a structed manner. 
In is important that divisional management identify the specific employee developmental areas, by sharing knowledge, analysing employee trends, and actioning these shortfalls. By investing time and money you can promote growth and success. 
According to Indeed,com (2020), (Appendix 7) based on 3,286 employees 2,335 are content in their positions at Capita. Another Capita review at Glasshouse (2020) employees rated Capita 3 out of 5, this is based on reviews collated by 2,999 employees. (Appendix 7), overall these reviews are positive but there are also reviews at Indeed.com (Appendix 8) which indicate an employee was happy with pay and work but left due to staff bullying etc, Also employee training not being met, being thrown in the deep end and to carry on regardless, these show that development vehicles have not been utilised correctly, or if they have then the individual clearly required additional training, so management have not shown support. But this is not a true reflect as there are over 61,000 employees worldwide. 

It is common sense to say you cannot keep everyone happy (appendix 8), this shows that not all values have been upheld. 
Organizational HR is a very complex and diverse, as there are many structures available, each organisation must choose which HR method is better suited to their company Aims and Goals. However once this has been implemented, you must construct your organizational structure – depending on the size of the company.
[bookmark: _GoBack]Bottom line – development vehicles are the backbone of employee fulfilment if used proactively, without investing in employees, Organisations will NOT be successful. Once you have recruited your staff, it is HR’s responsibility to help retain good employees. 
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9. Appendix 

Appendix 1
Herzberg Two Factor Theory – “Jumping for the Jelly bean “ 
A short explanation of Hygiene and motivators by Prof, Fredrick Herzberg (BBC  1973)
Transcript Interview with Herzberg - 
There are 2 sets of needs people have one set of needs are people which I call hygiene needs and these hygiene needs deal with man’s relationship to the environment they consist of how you treat people do you pay them well, good working conditions, human relations, status everything that surrounds what you do in a job, now these are what I call hygiene factors because they prevent people from hurting, or dissatisfaction and then environmental, and these hygiene needs keep people from being unhappy – that’s their function they don’t motivate people. 
[image: ]	
Now another set of needs that people have is that they are human beings and they say not only do I  hurt and I don’t want to hurt so keep me well hygiene but they say that human beings I want to do something I just don’t want to avoid pain all my life I want to show what I can do, I want to in a sense  psychologically grow I want to end my life by saying not that I vegetated  but  I am more than I was before and that can only by measured in what you done AND these are what I call the motivators and These are not how I am treated at work but what do you let me do at work do I achieve do I give responsibilities am I advancing and growing is what I do meaningful and significant these are the variables that motivate people, because people who want to do something want to do it – that’s motivation, people can be almost made to do anything if you threaten them enough or bribe them enough that’s Hygiene. 





Transcript: Lecture with Herzberg – 
[image: ]
If I offer £10,000 as a bonus will you do something for me? I’m just trying to find out your price sure you’ll do something for me I can threaten or bribe you if you are hungry and I offer you food you will do something for me – do you wanna do something for me the answers no well but  if you are hungry enough will you the answer is yes in other words I can get you to move and this is what I call KITA. 
[image: ]
That the simplest way and easier way to get anyone to do anything is to kick them in the arse you can do it either  positively or negatively, negative KITA is threaten them positive KITA is offering them a reward one is a carrot one is a stick. If I kick you in the arse you will move and I if want them to move again what must I do you gotta keep dig in right, in other words I can charge a mans a battery but unless he has his own generator he’s not motivated. Does he want to do a good job because he wants to do a good job that’s motivation, does he want to do a good job because he gets a bonus wants a house and jaguar that’s movement. So what do you get by treating people well, you can get some movement that’s not motivation,  That is achievement recognition for achievement meaningful interesting work, increase responsibility and go for an advancement at work in other words the quality of the human experience at work     (Appendix 1 cont)
[image: ]
What will determine my motivation the play the piano?              (Appendix 1 cont)
Well what of the most obvious at determine of my motivation to play the piano, is can I play the piano? You can’t motivate me to play the piano if can’t play the piano, you can’t motivate me to fly an aeroplane if I can’t fly an aeroplane, so one of the most basic variable that we forget with all the psychologising in about people attitude and so on is can they do it? Ability, you can’t motivate anybody to do a good job who can’t do a good job, so one of the most powerful motivators that you have in your personal auditorium is your training the more a person can do the more you motivate them. If you want to motivate me to play the piano I have to know how to play the piano, now that I can play the piano, what will motivate me to play the piano, well do I have a piano to play? That very simple and that is opportunity, motivation is a function of ability and a function of the opportunity to use to use that ability , the biggest problem that we have in industry is the opportunity to use ones ability, what we substituted for opportunity is cultural noises, of responsibility, that’s a very responsible job, I want you to be responsible to be an idiot, I need responsible idiots and this is where job enrichment comes in,  the job enrichment movement is to give people the opportunity to use their ability all jobs that people have, should have a number of responsivities and activities sort of a concentric circles in which you are hired for this job - the largest job, though you come in with the ability to only do this, you are hired to do that and expected to eventually to do that and you are paid for that, what this does is put in one of the most important ingredients in life in activity – all jobs should be a learning experience, a growth experience inherent in the job, within this module of work within this concentric circle job you have to make sure a number of things occur first of all that the individual gets direct feedback, this is very important how am I doing should be built into the system automatically, how am I doing should not be a formalised outside my job system, that is a supervisor telling me, how am I doing should not be dependent on a appraisal system, how am I doing should not be dependent upon somebody else telling along with the  direct feedback should be the responsibility for self-checking   man should always be responsible for his own quality you cannot pass that buck off to an inspection team, but you  cannot hold anyone for being an idiot,  so if you are going to hold them responsible for checking his results he has to have a meaningful thing to do to check, if he is doing idiot work then you cannot hold them responsible for checking it. Now as an industry we communicate too damn much, the worst thing to do, and most of the communication we do of course is passive communication, the idea is if you tell the worker what it’s all about he will be more motivated, so you tell him why he has to be an idiot, and we get too much communication - one because we feel we that  have to tell everyone everything and he doesn’t give a damn if he’s done an idiot job he doesn’t give a damn. Another reason is for too much communication in a company , is because we don’t allow the person doing one job communicating with the person that he has to communicate with, we have to go through to a supervisor over to his supervisor down to communication, so one important ingredient in job enrichment is direct communication let the man talk directly to the person he has to not go through mediators, the worst way to pay people is peace rate that is absolutely the worst way to pay people, that is paying people constantly with jelly bean reinforcing each little bit behaviour, the next worst pay to pay people is on a hourly rate , the best way to pay them is a salary a yearly salary period. Now let me make a point here, hygiene is as important as the motivators for different reason that the reason,  one is not important than the other, lets not put a value judgement, I don’t know which is kpre important, write a book or eat, its like asking do you want to kill your wife or daughter, it’s a none competitive question. Quite frankly ladies and gentleman I wallow in hygiene, I love hygiene, there’s an article by a Columbian university professor the wage and salary administration, and the gist of his argument was watch out for Herzberg he does not believe in money, now a lot of companies picked this out, wonderful you don’t believe in money, I had to run around all these companies, this is not true, its misinterpretation of my theory, “no no no fred you don’t believe in money, great great”. So, in sheer desperation I had to raise my fees. Can I make the point when I say hygiene it is not a second class citizen concept, treating people well and using them well is equally important for different reasons.
(Appendix 1 cont)
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Appendix 6
My contribution
This should ideally be no more than 2 pages, covering:
· Additional work completed which goes over and above your objectives.
· Positive feedback received from others (customers, colleagues or clients).
· Your continuing professional development in your role.

	What did you do, and why?
	What skills/experience/behaviours did you use or learn?
	Outcome
(including feedback where relevant)
	Manager’s comments

	Jan 2019  - Attended “We Create Better Outcomes Roadshow” with MR
	I have now understood Capita’s vision and how they want to create better outcomes for everyone.
	Received an overview of what we achieved in 2018 and what we aim to achieve for 2019. 
	Glad you found this useful

	Jan 2019 – Attended A Town Hall meeting with TN from Zurich
	This was good to understand TN’s vision - how she is committed to working alongside us.
	It was nice to hear TN explain how passionate she is in working with us to improve our services to our clients. It was also nice to hear how complimentary she was about the good work we do.
	Great

	Jan – March 2019 – Attended TYE Planning Meetings
	I was able to bring my knowledge and experience of running this for the last 5yrs to the meetings. 
	Good outcomes at each meeting. Full understanding of cut off dates times etc to allow us to deliver the best service possible to our clients without causing any breaches in the cross over period between Tax Years
	Really good planning here and we understood early the system constraints and what you needed to get through – Hopefully we are all set for success.  Just one area to improve on next year which is challenging us being able to auth on PPD system to support the higher volume.  We will book a meeting in Q3 once all has settled to see what options we can pursue here.  

	Feb 2019 – Attended a session with BH & GB ref using VoiceSage
	Again I was able to bring my knowledge of our processes to the table.
	Good discussion and looks like we are good to go with this as soon as Zurich Signs of the wording we will Pilot it in my team.
	Great

	Feb 2019 – Attended a year ahead meeting with MR
	I learnt MR plans for the building, furniture, how we can improve survey results.  
	MR discussed the year ahead plans with us and what JL vision of Capita going forward is.
	We all know the priorities for the year.  

	March 2019 – Attended a Service Modernisation Meeting 
	This was interesting - I have learnt that this will commence at a very fast pace.
	JB from another account gave us an insight into what they did on that account and how they did it and covered off what the plans were for us this year ref Service Modernisation.
	This is going to be fast paced and reactive.  It will give us great benefits though so worthwhile.  

	March 2019 – Delivered The Year Ahead Meeting to my team with my CSM BH.
	Prepped for the meeting gathering information such as below
· Key achievements for 2108
· Team weaknesses
· What frustrates us
· What can we do to improve our service?
· What will our Team Pledge be
	I thought it was a really good meeting. The team engaged well, and the feedback received from them was all really positive. They seemed keen to give JL a chance to change things for the better.
	I really enjoyed this meeting and spending quality time with your staff. 

	March 2019 – Attended a  Support/Coach session with LG 
	I didn’t learn anything – this was more of LG asking me questions. These are supposed to be ongoing monthly. 
	Open discussion with LG - She asked me about several questions about how, on give worked here what I have done /do. What do I think about Capita etc etc 
	This is a support for TL’s we have not had before so hopefully you will find this useful as we move forward.  

	To come up with a team pledge 
	
Life Is Short
Let’s make the most of the time we are in the office
Take time to think about your peers and the good work they do.
A Thank You, Smile, A Well Done, Be Grateful.
Put Things into Perspective

Up-Skill the team so ANY pressures are shared

	This can be monitored through feedback, our local heroes’ nominations. Up skilling individuals is also discussed in every weekly loading and variance meetings as individuals are signed of as competent.
] will look at getting a vision board in the team so the team can see who and when individuals are signed off on new tasks.
	So I am thinking that an increase in the results is the success here.  

We can also discuss how it is going when we have another meeting at the half year.  
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‘“they say that, human beings, | want to do something! | just don’t want to avoid pain all my
life, | want to show what | can do, | want to in a sense - psychologically grow. | want to end
my life by saying, not that | vegetated but | am more than | was before and that can only
be measured in what you done and these are what | call the motivators and these are not
how | am treated at work but what do you let me do at work, do | achieve? do | give
responsibilities? Am | advancing and growing? Is what | do meaningful and significant?
These are the variables that motivate people, because people who want to do something
want to do it - that’s motivation”

Interview Herzberg - 1973
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Three Types of
Organizational
Commitment

What Makes Someone Want to Stay with their Current Organization?

EMOTION-BASED REASONS

COST-BASED REASONS

OBLIGATION-BASED
REASONS

Some of my best friends
work in my office ... I'd miss
them if | left.

I'm due for a promotion
soon...will| advance as
quickly at the new company?

My boss has invested so
much time in me, mentoring
me, training me, showing me
“the ropes.”

| really like the atmosphere
at my current job .. . it's fun
and relaxed.

My salary and benefits

get us a nice house in our
town ... the cost of living is
higher in this new area.

T s :
My organization gave me

my start ... they hired me
when others thought | wasn't
qualified.

My current job duties are
very rewarding . .. | enjoy
coming to work each
morning.

The school system is good
here, my spouse has a good
job...we've really “put
down roots” where we are.

My employer has helped me
out of a jam on a number

of occasions . .. how could |
leave now?

Continuance
Commitment

Staying because you
want to.

Staying because you
need to.

Staying because you
ought to.
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Employee Engagement Survey Items: Samples

Del
= Evenif | were offered a comparable positon with similer pay and benefits at another company;
1 would stay at Dell

= Considering everything, Dell s the right place for me.

Development Dimensions Intemational
= My job provides me with chances to grow and develop.

= 1ind personal meaning and fulfilment in my work.
= | get sufficient feedback about how wel | am doing.

Institute for Employment Studies”
= A positive atttude toward, and pride in, the organization.

= Awillingness t behave altristicaly and be a good team player:

= An understanding of the bigger picture and a willngness to go beyond the requirements of the.
iob.

Intuit

= | am proud to work for Intuit.

= | would recommend Intuit as  great place to work.

= | am motivated to g0 “above and beyond what is expected of me in my job.

Towers Perrin
= | am willing o put in a great deal of effort beyond what is normally expected to help my
organization succeed

= | understand how my role in my organization is related to my organization's overall goals,
objectives and direction

= My organization inspires me to do my best work.

Copyrignt Tovars s repones win pamsin,
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Culture and values

effective

values
Our values

define who
we are as an ‘

organisation

We care about
doing the best
job we can
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‘Organisation Requirement HR responsibilities Development structure used Outcome
Restructuring fo promote "Align job/vork design 10 new + Iniine Recrutment Wotivation
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accordingly + Training workshops Long-term
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Changing technology Tflechnology increases Job complexty, raim + 12T waining Wofivation
and compensate accordingly. +  CBTtaining Short-term
If technology simpiifies work, enlarge jobs o commitment &
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Engagement
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support, + Regular 12-1s commitment
Engagement
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Core employees: + Regular informal chats commitment
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‘Global company - Broken Confront the question, Commitment to whom? ~Plan of action in place - Tiotvation
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bankruptcy + Mestings - collaboration Long-term
commitment
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Individual Objectives

Development

Outcome

‘Contribute to the overall Account Business Plan
- Adapt and be flexible to learn new tasks/skills
to support our account where we have business
needichange

In House training in place
‘Time Management programme

“Training — promotes engagement

Deliver consistent quality

Complete all annual reguiatory tests before their
deadines expire

Step by step guidance - Support with
escalations and take ownership, seeing them
through to the end

Knowledge — promotes understanding
and engagement

‘Support effective governance & Risk
Management Controls.

Ensure Incidents, breaches and complaints are
raised on fime

Demonstrate adherence to allframeworks
Complete audit actions on time

Ounership — promotes engagement
motivation

‘Support Continuous Improvement/service
modernisation in yourself and your team

Come up with and/or supportideas to improve,
service or streamine processes

Develop yourself to deal with new channels (eg.
chat), new technologies (eg.fobots) and new
tasks and processes where applicable

Ounership of changes — promotes.
engagement/ motivation

Be proud to work for our Account and Capita

Read the information on Capita Connections
and the briefings to understand the changes
happening

Physicall Attend - Actively engage in charity
and volunteering opportunities when they arise

Physically Attend - Support the People
Engagement Group when they organise
events/actiities that you are interested in

Knowledge — promotes engagement

Attending events — belonging — face
of capita - engagement





image11.png
My Caplta vabuss

Kty s ot i ol i ich st ot ol O e Yo sk s s St s ki Ui of e lloweg e
Ry, A sy o 15 ORI oo, o Mot 5 rapre s 0 e o o bt s s s oo

ot vano cto bohaiowr iy sacosumont

ey cusmers sty

Tom
Temben ey e e

T oy s e e
e

ey —
by ct i gy

Jr—— Tt g
Imovaing

Haks cunrsnpnut o rawon  IIEE T
o enants ot psmeort a0
perbarng [ e e

1oamve ot promss snavenevs T

et srvic 4n sy 4 otr





image12.png
Helen Morgan

Contact Info

Helen's Profile
linkedin.comyn/helen-morgan-60233575.

07999329757 (obile)
Helen Morgan - 1st B i = email
Manager at Capita Life & Pensions 11 Stuosephs School Swindon morganscasties@aol.com
Swindon, Swindon, United Kingdom - 134 connections - 8 com
Contactinfo June 24,2013
About

Experienced Manager with a demonstrated history of working in The Financial Service Industry, specialising in Pension
Claims. Skilled in High Service Delivery, High Performance Driving, Benefits Realisation and Offshoring. Strong
professional graduated from St Joseph's School Swindon.

Experience

Manager

o Copita
Sep 2001 - Present - 18 yrs 11 mos
‘Swindon, United Kingdom

Available at : hitps://www.linkedin.com/in/helen-morgan-60a33575/
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STRENGTHS

WEAKNESSES

Hard Working and reliable

Able to compromise

Personable

Proactive approach

Extensive work experience at
various levels

Educated to A-Level
Accomplished various roles/
developed throughout company —
advantage as how company works
Over 18 years’ experience in Capita

Team leader (new position) — new
target driven role

Stress — when juggling multiple
responsibilities

Time Management required due to
new target driven role

Try to do too many things at once,
can cause confusion, mistakes

OPPORTUNITIES

THREATS

Career advancement - Further
Training in developing skills -
experience of local area
management

Extensive skills — transferable — if |
want to look for other Job
opportunities

Online tools available to be
organised

In House CBT training available

Competition in jobs from other
Candidates when applying
Economic changes — personal
loans, need job to pay

Personal traits affecting my career
advancements - Straight talking —
ability to upset people
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“._that institutions of higher education, over the medium term, develop a Progress File. The file should
consist of two elements: a transcript recording student achievement which should follow a common format
devised by institutions collectively through their representative bodies; a means by which students can

monitor, build and reflect upon their personal development” (National Committee of Inquiry in Higher
Education, 1997)
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Personal Development Plan — Helen Morgan

= All development and training neec dentified - SMART format.
= Your progress against those needs, and the noted outcomes of your training and development actvies through to compleion
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“Time — must be fll implemented within 6-
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Herzberg's Two Factor Theory

Two Factors: #1 Hygiene

The hygiene factors do not actually motivate
employees, rather they are essential factors
that need to be addressed before employees

are motivated - they can demotivate if
absent...

— Treatment at work
— Salary

— Supervision

— Working Conditions
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Herzberg's Two Factor Theory

KITA - “Kick In The Arse”

(because you won't do it otherwise)
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Herzberg's Two Factor Theory

Two Factors: #2 Motivators

These factors encourage employees to
perform and intrinsically want to achieve.
Without them employees are not

demotivated, but are not inherently
motivated by themselves...

— Gaining promotion
— Being given responsibility
— Being recognised for achievement
—The job itself (job satisfaction)

— Personal achievement

Play (k)
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ENFP Personality Traits.

The ENFP personalty type is on of the 16 diffeent iypes identifed by the Myers-Brigos
Type Indicator

People withths type of personaliy are ofien described as

« Wamm and enthusiastic
« Empathetic and caring

+ Charismatic

. Creative

« Stong people il relates wel {0 others

« Able to think abstractly and understand difficut, complex concepts
« Needs approval from others

+ Disorganized

« Stong communication skils

« Fun and spontaneous

« Highly creafive

“The MEBTI looks a persony in four key areas: 1) Extraversion and Introversion, 2) Sensing
and Inuiion, 3) Thinking and Feeling and 4) Perceiving and Judging. AS you can see, the
ENFP acronym stands for Extraverted, Intuiive, Feeling, and Perceving.

+ Extraversion: ENFPs love to interact with lofs of people. Socializing helps them to feel
energized and renewed.

« Intuition: ENFPS generally focus on the world of possibiliies. They are good a abstract
thinking and prefer not o concenirate on the tiny details. They are inventive and focused
on the future.

« Feeling: Wren making decisions, ENFPs place a greater value on feelings and values.
rather than on logic and objective crieria. They fend {0 folow their heart, empathize with
others, and et their emotions guide thei decisions.

« Perceiving: ENFP are flexivle and like o keep their opions open. They can be
‘Spontaneous and are highly adaptable o change. They also disiike routine and may have
problems vith disorganization and procrastination

+ ENFPs are extraverts, which means that they love spending time with other people.
‘Socializing actually g them more energy, helping them to foelrenevied,
refreshed, and excited about fe. While other types of extraverts tend o disike:
Solftude, ENFPs do have a need for some alons fime in order to think and reflect.

« Psychologist David Keirsey idenfiies ENFPs as “Champions,” which he suggesis are.
rather rare. “Champions can be fircless n taking wilh ofhers, ke fountains fhat
bubble and splash, spiling over their own viords fo get i al out,” Keirsey suggests.
*And usually ths i not simple storyteling; Champions ofien speak (o writ) n the
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hope of revealing some fruth about human experience, or of motivating others with
their powerful convicions.”

‘They aiso have excelent people skils. In addiion to having an abundance of
enthusiasm, they also genuinely care about ofhers. ENFPs are good at
understanding wha ofher people are feeling. Given their zeal, charisma, and
creatty, hey can akso make great eaders.

People ihths personaity type strongly disike routine and prefer 1o ocus on the.
future. Whie they are great al generating nev ideas, they somefimes put off
important tasks unf the last minute. Dreaming up ideas but not seeing them through
to completion s a common problem. ENFPs can also become easiy distracted,
partcularly when they are working on something thaf seems boring or uninspiing.
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Personnel - Interview Questionnaire

Name: Helen Morgan

Posi Team Leader for Pensions (new target hitting role)
Capita - Swindon based

How long you been this role? 9 Years (managing a team of 25)

1. Describe your personal management style? Towards your employees?

1 would say | am & fair person, being & manager, you cannot have favourites, | give
compliments and encouragement where it is due. | provide weekly informal chats with
my feam, to see where they are and where they are going, also this is an opportunity
for them to provide personal problems - at home ~ if i is affecting their concentration
levels as pension payment have to be on point. | try and help where possible.

incorporate in your team/ company? Le.

works day out etc

We are subsidised by the company for meals out, bowling etc

3. Are there awards which motivate employees
weekend away etc

. best team all-expenses paid

There is an annual award for the best team — consistently hitting targets ~ all
expenses paid weekends away together with an engraved cup, which is situated for
everyore to see.

4. Describe the work environment or culture in which you are the most productive
and happy.

We at Gapita have the cultural role, where we try and manage each other on &
personal basis, incorporating work ethics. | personally thrive under pressure, which
makes me productive. | like a proactive environment.

5. What goals, including career goals, have you set for your life?

I have done various jobs through my life clearing, community policing efc - by
working hard | feel | have met all achievements | have wanted throughout my
working lie. At this moment in time | am willng to take redundancy and sette for an
easy lfe.
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6. How would you define success for your career? At the end of your work life,
‘what must have been present for you to feel as if you had a successful career?

I have worked in all walks of e . cleaner — marager.
Being committed 100% and working herd is defiantly the success in my career | am

naturally herd working and positive, do not engage in workplace politics. | feel its my
natural postivity that has made me successful, | am hard but fair.

7. Observing your co-workers, in your current or a past job, describe what
actions, interactions, and encouragement motivated their best performance.

It usuielly depends on the persons character, generally all team members have
training for the given tesk. people have good days and bad days. On this role you
haye o hit targets. | mofivate my feam by praising them and encouraging the, | ke
to hear their opinions, and | found giving appreciation works best

8. You are assigned to participate in a team that has several members who are
not motivated to work hard and contributes their best efforts. How have yor
the past, or would you, if you were to experience this, approach this motivation
situation?

Well when | speak; | will make it account to what s being said, direct and pinpoint the
situation and sk how they feel where | Gan help them with. Depending on what has
‘been said | motivate them by taking my Group out for informal drinks after work efe. If
there is training needs, then | will provide this when required.

9. In your experience, what draws forth your discretionary energy and effor, that
ingness each person has, to go the extra mile, push harder, spend more
ime, do whatever it takes to get the job done

Every employee has different factors — stress from home ef, i there is trouble at
home, discretion is required, | do listen and help them in any way possible — verbally
etc. | do provide empathy but at the same time targets do need to be hit as this can

lead to suspension. | aim proactive with them and help if more training is required efc

10 What, in your experience, motivates your best, most successful job
performance? Can you give us an example of this motivation in acti
workplace?

inthe

1am a target hitting person ~ this naturally motivates me. | see something and | want
o go for it— my netural character. | feel getting along in the team on & personal basis
helps motivate my team, | always talk about everyday mundane things like “what did
you have for dinner” et | should interest in their day to dey ife — showing that | &m &
person with basic needs and wants. | also have informal meetings and praise when
they accomplish their targets
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11. What role does your manager or supervisor play in your personal motivation
‘and commitment/ employee engagement at work?

I have & quarterly 1-2-1 and all managers meet weekly for an informel catch up. | am
supported by my managers and fellow colleagues, as they consider everything | say
and provide constructive criicism. My voice is heard, we have a fiendly disposition
and I can approach them regarding any situation

12. Describe the actions and behaviours of your manager o supervisor that you
respond to most effectively?

I feel when my manager is non acausing then the feeling of retaliation does not
surface, the fact that she is constructive and the fact my personality is open ~ bonds
our reletionship quite well. There have been times where we do ot aaree but its &ll
taken heaithy.

13. What actions, behaviours, or workplace events, would
workplace motivation, engagement?

it or destroy your

When managers do not listen and give an unfair anlysis of a situation, fortunately
we have everything on paper — facts speak. | have complaints against me from my
administrators but haven't been upheld due to the fact my paperwork is on point —
acts speak. Motivation can be lacking due to repetiive work, so | try and engage my
team with collaborative meetings formel/ informal ~ lunch ge together etc.

14.1f your company role required you to supervise the work of fellow employees,
how would you interact with them to assist them to find their workplace
motivation and commitment emploee engagement?

Firstly. | would have a meeting on a Monday with the tear, providing details on what
targets need to be hit | would them share the work out as effectively as possible as
‘some of the team members are faster or have befter knowledge of the task assiarned.
Assigning task s given to the right people, therefore they are likely to ht their
personal target, not al team members have been trained to cover all products. There
are specialist team members. This naturally motivates them as they will meet their
targets. We provide overtime as well, which is motivation for extra pay - this is elso
welcomed by employees.




image27.png
15. How motivated are you are your workplace?
Less Average High
1 2 3 4 B

16. Explain why?

1 am naturally motivated and positive, &s | am sensible and go by facts. There are
times when my straight-talking approach is not very wellreceived. Butin all
environments, you will not gef along with everyone.

I feel motivated because we have team meeting and | can voice my opinions and
they are taken on board ~ | feel appreciated and that my hard work has ot been
overlooked. As | consistently ht targets, | found that my managers always move me
to the areas to where they are rot hiting tergets, which shows that they appreciate
‘me and understand my work ethics. In each team | have always improved the
targets | have annual bonuses based on my targets as @ manager.

17. How comitted are you at your workplace?

Less Average High
1 2 3 4 B
Explain why?

1am left to my own devices, rot micromenaged and this helps my self-worth, that |
&m important to the company and mekes me more committed. | am naturally & self-
starter.

18. How engaged are you at your workplace?
Less Average High
1 2 3 4 B

19. Explain why?
1:am engaged at work by commurication, face to face, weekly meeting with teams,
Emails, | make target plans at the beginning of the week to my team - to tell them
whatis required of them
Iam a natural go getter, and | try my hardest | like engaging with my team on a
personal basis by informal drinks, | am a lively person with a friendly disposition. |

know | can come across hard, but that is part of being & good manager. | have.
empathy and hear what the other person is saying, there are people.
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Title:

‘eam Leader

ROLE PROFILE

Reports to: Customer Services Manager (CSM)

Location: Swindon/Cheltenham

CAPITA

ROLE AND CONTEXT

NEED TO DO

NEED TO KNOW.

Last Updated: 30 November 2016

NEED TO BE

PURPOSE: 3

o

To deliver accurate, efficient and quality service in
line with the Zurich Financial Services service level
agreements (SLA), through a highly customer
focused team, balancing people and technical skills
with the abilty to achieve results.

Assist the CSM to lead continuous improvement to
enhance the contribution made by Capita customer
services to the overall development of the business
model

KEY ACCOUNTABILITIES

o

Manage the tezm to deliver quality standards and
service level targets through effecive performance
management in fine with Capita Policies

Promote posttive customer perceptions
continuously developing customer refationships
aligned to Capita values

Inspire, motivate, coach and develop individuals to
achieve outstanding performance through personal
leadership style and behaviours

Faciltate change through personal commitment and
ownership of organisational initiatives

Develop culture of continuous improvement focused
on enhancing the end to end customer experience
whilst ensuring processes, procedures and pecple
remain compliant (use of Yellow and Greenbelt
experience as appropriate)

Maintain appropriate level of functional and
technical expertise, including knowledge of
products, procedures, services, systems and
frameworks

Promote identification and delivery of opportunities
to provide quick and appropriate responses to
complex issues and complaints, o enable business
improvements

Manage the team to identify and mitigate risks to
the business, by applying appropriate level of
technical expertise and knowledge of products,
procedures, services and systems

Manage the team’s quality framework and ensure.
the Quality Approach Summary is in ine with
business need and take appropriate rectifying
actions following root cause analysis
Accountabilty for ensuring the team’s processes,
procedures and people remain compliant with the
Training & Competence scheme rules

Evidence of contribution to beneft realisation
initiatives within the patch

Demonstrate competence in the OMF principles
and behaviours, ensuring application of best
practise at alltimes

|0 Achieve recruitment, retention and

| o Capita transformation team to effect

KEY PERFORMANCE INDICATORS

o Positive role model for Capita Valuesand | o
behaviours

o Achieve senvice level agreements o

o Customer and distributor satisfaction

o Contribute to achievement of Operational
Plan

succession pians
o Ensure team members have performance

o

| QUALIFICATIONS/EXPERIENCE

Relevant businessimanagement
qualfication desirable

Atleast 3 years experience in
financial services organisation or
customer environment

CF1, FA1/2 or IAQ (or equivalent) as
minimum

Training & Competence accrediation

plans that contain SMART objectives KNOWLEDGE: 5
o Achieve, maintain and develop own
competence o Significant knowledge of relevant

o Develop competence in the team
o Identify training needs and deal with poor
performance in a timely and effective

manner. lo
lo
RELATIONSHIPS: T
°
internal
o Leadership for team members °
o Collaboration across teams to support
customer focus & achievement of SLAS o

o CSMto report progress or difficulties/risks
Technical Oversesrs to manage day to day
prioriies o

tegisiation, FCA/PRA principles and
in prticular, Treating Customers
Fairly

Market, risk and business awareness
Good knowtedge of people
management practices & procedures
Working knowiedge of products,
senvices, procedures and systems
Knowledge of T&C rules & guidance,
including Assessor responsiilities.
Knowledge of the risk, quality,
complaints breaches, OFI, RCA and
procedure frameworks

Knowledge of resource planning and
operational management principles

change | andbestpractise

External SKILLS AND COMPETENCIES

o Key customer— Zurich Financial Services

o Customer to resoive issues and compiaints | o Passionate about delivery of
and to make enhancements to delivery of customer senvice and the need to
senvice treat customers fairly

o Extemal organisations to gain knowiedge,
expertise and ideas to add value to the

operation lo

o Develop networks to improve personal |
knowledge |o
o Union network, where applicable le
o Zurich Intermediary Group value chain o
o
DECISION MAKING °

o Broad authority on people management
and customer decisions within company
guidelines, procedures & risk appetite

o Supervision, assessment and sign off of
technical overseer competence in
collaboration with CSM

Appropriate balance of performance
management & technical skils
Persuasive communication &
negotiation skills

Comprehensive leadership skils
Able to lead and implement change
Planning and organising skills
Analytical and report writing skills
Ability to coach others and to provide
additional supervision for trainee
overseers

Good PC skill, including Microsoft
Excel

OUR CORE VALUES

o OurValues define who we are as an organisation

Open

We treat our customers fairly

We are approachable

We embrace diversity and respect our colleagues
We share challenges and solve issues together

Ingenious

We have the courage to think and do things
differently

We are not afraid to ask questions

We look for new and innovative solutions.

Collaborative

We respect, support and beneft from shared
views and ideas

We share challenges, working in partnership to
solve them

We combine the talent and skills of our
businesses for the best result

Effective

We are energetic and pragmatic

We strive to do the best we can

We have a can-do mentality and approach to
delivery

INTEGRITY

Working at all times lawfully and in accordance
with pre-defined regulatory, compliance and
financial requirements e.g. Data Protection, Code
of Conduct, Health & Safety and FCAPRA
Standards

Working 2t alltimes in accordance with
group/company policy and processes
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Performance management ratings

B Your performance has been excellent throughout the review period, with easily identifiable benefits to the business and/or our clients/customers.
= You consistently deliver a high performance against all objectives, exceeding in many areas.
& You take ownership and responsibility for your own behaviours, performance and development, being particularly proactive in looking for ways to improve our business
service/cost/profit/efficiency).
Rating4 | B Youare seenas a role model by others, and can influence performance from those around you through sharing of best practise and setting an excellent example (in terms of both
performance and behaviours).
You challenge professionally when you experience negative or de-motivating behaviour from others.
B When sharing your views and providing feedback to others, you do 50 in a constructive way which supports business objectives.
B You respond positively and proactively to change/new initiatives.
| You deliver a good level of performance against most objectives. You may exceed in some areas and you provide evidence of actions taken/being taken to address any gaps in
performance.
Ratings | ™ You often identiy or acivelysupport improvementsfor the benefit of our business and/or ou cient/customers.
®  You take ownership and responsibility for your own behaviours, performance and development and, where possible, seek to make a wider contribution to your team.
B When sharing your views and providing feedback to others, you recognise the impact on others and consider the impact on business objectives.
& You respond positively to change/new initiatives.
B You meet some of the standards required and/or demonstrate some of the behaviours that we expect of someone in your role.
B Your performance may have dipped, either in terms of achievement of core objectives or in terms of behaviours demonstrated, and improvement actions are required.
 You sometimes identify areas for improvement for the business or your own development.
Rating2 | & You adhere to regulatory traning requirements aithough your own personal development may not be a priorty or you.
B You may struggle to react positively to changes/new initiatives.
B When shari jiews and providing feedback to others, you don't always recognise the impact on others or consider the impact on business objectives.
Note: This rating should not be automatically applied to people who are new to role if another rating is more appropriate.
H  Youaren't meeting the standards required, or demonstrating the behaviours that we as a business expect of someane in your role.
B You may have demonstrated some behaviour that is not in line with what the business expects. For example, taking decisions or acting in a way that is not in the best interests of
the business, or displaying behaviour that has 2 negative effect on the business, your colleagues, or our clients/customers.
= When sharing your views and providing feedback to others, you fail to recognise or ignore the negative impact this may have on other people or on business objectives.
Rating 1 || You may not be progressing with any training or development plans ata pace that the business expects.
B You may have received a warning for performance/behaviour under the Capita Performance Management policies.
T You do not react positively to changes/new initiatives.
Note: A performance improvement plan may be in place, agreed between you and your line manager, with clear improvement tergets to meet. Should these targets not be met within
the required timescales further action will need to be taken.
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My performance
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My objectives

“This should ideally be no more than 2 pages, covering

= Areview of your progress against the objectives | actions agreed at your previous review(s), alongside your agreed measures or KP! results. Use a SMART format for

objective setting where possible.

= How you have achieved your objectives (evidence your competence — what did you do, how did you o it, what was the outcome)
= Key lessons or achievements you feel are important to note.

Your focus and actions for the next period.

Ensure own attendance is

My Attendance:
Jan ~ 82% - 4 days Bronchitis
Feb—100%

March - 100%

1 was treated for a Chest Infection
with Anti Biotics - They did not work
-1 got worse and was then
diagnosed with Bronchitis —in the

‘Stage 1 meeting held ~ The outcome
was that we hadn't seen a further
decline 50 no warning given — We do

121 completion — 100%
Performance Management
Issues addressed in a timely
and effective manner

Team morale rated green

48 hours of returning to
work

Complete and write up all
team 1215 within the
‘agreed timescale (to be
confirmed each quarter)

No concerns for the quarter ref any
of the sickness.

All RTW interviews are completed
on the day the individual RTW. The
details of these are also passed to

Personal Attendance 97% 3l ihe requred tandard of | eng had x3 lots of Anti Biotics OnTrack | neeq to see this improve moving
1 have now been referred to an forward but you are doing all you can
Immunologist in July as | have to keep heaithy.
Autoimmune Disease. | had a stage |
one absence meeting for my
absence.
Manage the team inline | All 127’ is planned in and will be on
with Capita Policies for | files In time. 121 was delivered and writien up.
People Management to ensure | Attendance and
the following Performance Management. | Team Attendance: Team sickness — Attendance is in a
Team Attendance - 97% and Jan - 98.6% DL VM much better place following the retum
absence management Conduct all Retur to Work | Feb - 98.72% CG GH of two of your staf from operations.
procedure followed interviews for staff within | March - §7.65% EW LV KD OnTrack | Youare managing this in iie with the:

Capita Absence Management Policy.

In terms of Performance
Management, the team is in a much
better place.
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Communicate regularly
and effectively with the
team to ensure full
engagement in the team's
plans, targelts, issues and
successes.

our Ops Developer every Tuesday
in our MM

System Downtime
Jan 3 hrs

Feb 8.24nrs

March 8.30nrs

Many different reasons Cactus lost,
Eagle Star. Mainframe, EG slow

Team Morale is still good.

There is siill some inconsistency in
Productivity delivery although this has
continued to improve over the quarter.

Morale is always a bit shaky as we
move into TYE but you have them
behind you — The guys are motivated
to get us through this and you have
great overtime commitment from
them

Complaints/ Breaches

Ensure full adherence to
the quality framework
Apply effective
performance management
to demonstrate any issues
are being addressed within
any frameworks_ Ensure
training pians are relevant
based on skills matrix and
other indicators (i.e. RCA
of complaints).

Complaints/ Breaches Team 156
‘Al commentary/fca on complaints
can be found on the QMR

Jan x40 Justified x2 Non Justified

February —x 20 Justified x5 Non
ustified

March — x20 Justified x3 Non
Justified

Not on track

Complaint/ Breaches volume
massive, this is reflecting the
improving position in the qualty result
too.

Helen please update yourself with the
new system in place.

Identify/Train new 24hr complaints
handler from immediate team, as
there is only one experience on team

SLA Delivery to achieve the
following monthly results:
FGS — 92% or above
FCLM 2 - 97.5% or above
FCLM 1-91.3% or above
TCP - 96.2% or above

Accurate forecasting at the
start of each month

Active queue management

Effective weekly planning
and management of pians
to maintain WIP at agreed
level

January
FCLM1 —69.2% Red
TCP-97% Green
FCLM2 - 98.7%Green
FGS - 88% Amber

February
FCLM1 - 75% Red
TCP - 98.2% Green
FCLM2 - 98.5% Green
FGS - 94% Green

On Track

FCLM 13 day tum around — please
find root cause of why?
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March

FCLM1 - 66.7% Red
TCP — 96.1% Amber
FCLM2 - 98.5% Green
FGS - 91% Amber

New system Qrigg o be Please read framework
implemented by October 2020 | briefing, this is a huge task | 3 Roling TBA
Tele-Claims have increased | Please read framework
from 65% to 90% briefing wa Roling TBA
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[2 capita PLC Employee Reviews

Job Title Location

Al v United Kingdom 250

Ratings by category

3.2 & Work-life balance 3.0 & Pay & benefits 2.9 * Job security & advancement 2.8 & Management 3.0 & Culture
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Overall rating

3.2 fodededeile

Based on 3,286 reviews

(R ]
4 % GEmmmm——
3 ¢ GEmmmm——
2 & amn

1 % CEEED

Ratings by category

3.2 * WorklLife Balance

3.0 * Salary/Benefits

642
874
819
360
591

2.8 * Job Security/Advancement

28 % Management

3.0 * Culture
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4.0 Productive and fun workplace
*"***.ﬁ BDO (Former Employee) - London, Greater London - 21 April 2020

Afantastic organisation where | was given the opportunity to learn and to progress where
possible. Work/life balance is a key perk of the company and they really value their staff

Was this review helpful?
Yes | No Report (1} Share
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4.0

Kk k e

Interesting and fullfilling place to work
Call Centre Adviser (Former Employee) - 301 St Vincent Street, Glasgow - 23 April 2012

Daily phone enquiries from Customers who need assistance with their Personal Pensions
e.g. changes of name/address, retirement procedure, registering of deaths etc...

I learned patience, and the workings of Personal Pension Plans.

Management were supportive and gave constant updates on all aspects of the business.
Co-workers were very supportive and gave assistance any time asked.

Hardest part of the job was the constant monitoring of time on phone and aftercall work.
The most enjoyable part of the job was the satisfaction of knowing that you had genuinely
helped someone with their enquiry.

v Pros
great feedback on your progress

% Cons
call scoring on a monthly basis
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5.0
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Fun workplace
Customer Service Advisor (Current Employee) - Deamne Valley - 2 July 2012

Typical day involves call handling and dealing with general customer service enquiries. Fun
environment to be in, with incentives to keep spirits high. | learnt many skills including team
building and time management. There is always someone to listen to any problems you
may have

Was this review helpful?

Yes | No2 Report ') Share
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Capita Ratings and Trends

About Glassdoor ratings
Ratings may vary depending on what filters are applied, but ratings include reviews in all languages. Learn
More

Overall il
3.0 49 ) Recommend toaFriend
Culture & Values * * * 29
Work/Life Balance * kK 32 77:) CEo Approval
Senior Management *kk 26
Compensation and . 27
Benefits 38+ ) Positive Business Outlook

Career Opportunities . 27
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. "Good place to work"
capita
5.0 % % %k * V' Current Employee - Quality Assurance in Leeds, England

@ Recommends @ Positive Outlook @ Approves of CEO

1 have been working at Capita full-time for more than 3 years

Pros
Plenty of opportunities to move around new roles

Cons
Fast paced need to be self directed to keep motivated.
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. "Advisor"
capita
5.0 % * % % % V' Current Employee - Advisor

@ Recommends B Neutral Outlook @ Approves of CEO

1 have been working at Capita full-time for less than a year
Pros

Fun Environment

Good Team Leader

Cons

Draining as hours are long
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16 July 2020

"Expand your skills"

40 % % * % + V' Current Employee - Recruitment Advisor in Rotherham, England

@ Recommends @ Neutral Outlook @ Disapproves of CEO

1 have been working at Capita full-time for more than 5 years
Pros
Regular training and upskilling to expand skills and knowledge

Cons
Not much progression- Face fits
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Attt

1.0

ettt

This is not what it is advertised To be.

Disabilty assessor (Current Employee) - Leicester - 6 Juy 2020

Be prepared for 16 hour days, training is good but after support could improve a lot. You
are thrown in after. You have buddy for a week who listens in on the assessments but more

support needed initally with report writing. Friendly people, but a very hard job needing a
ot of hours commitment.

Was this review helpfur?

fast paced
i asssant. Holel Consutans (Former Employee) - Taunon -2 uly 2020
Not enough training in admin. They expected me to know the job in 4 months! | asked how |

‘could improve and was asked how did | want to improve. | don' understand why they did
not want me. | guess my face didn't it

< Pros
95

* Cons.
not enough training
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miserable

Analyst (Former Employee) - Glasgow, Glasgow - 29 May 2020

my part of capita was pretty miserable with relentless reducing of staff, failure to properly
police staff on staff bullying, often bizarre decisions that ended up costing rather than
saving money and a general feeling of misery pervaded the office because of the above
you never felt like you were more than a disposable resource. | couldnt complain about
the salary as | was well paid and | loved my job BUT the environment those things
existed in just sapped the life out of you.
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1.0 Ifyou would like to down grade on your career this would be the
. place to work
Case Handler (Former Employee) - Cyb - 29 May 2020

e fete

Your start with one position than they put into a different position for more tasks and
same salary or less. Worst company ever | worked for , every month you will see
managers leaving the company
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Job advertised is not what you actually doo

Revenues Officer (Former Employee) - Bromley - 3 July 2020

Stressful, work timed, no social chat, expected to do far too much and take on
responsibility for poor salary, watched over by management, non flexible hours

v Pros
none

» Cons
none
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Max Weber Elton Mayo
Theory of Bureaucracy Human Relations
Frederick Taylor
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; Administration” [Eosoziodeeny
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Population ecology ZLoCopE)
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a timeline Onyer €. witiamsan
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Post-structuralism,
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Marxist Stewart R. Clegg
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Postmodern approaches -
William G. Ouchi
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(Theory Z)
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Herzberg's
Motivators
and Hygiene
'motivators' Factors
1
-
]

lity
]

L oo N\
T

'hygiene' (or 'maintenance') factors

status l security l relationship with subordinates

personal Iife| relationship with peers | salary

work condi

ons l relationship with supervisor

company policy and administration | supervision

Hygiene factors are merely a launch pad - when damaged or undermined
we have no platform, but in themselves they do not motivate.

@ alan chapman 2003, free resource from www.businessballs.com, not to be sold, alan chapman accepts no liabilty.




