5HR02 Talent Management and Workforce Planning

1. ‘If companies make a concerted effort to better understand why employees are leaving and take meaningful action to retain them, the Great Attrition could become the Great Attraction.’ (McKinsey, 2021) Discuss. (3.1, 3.2, 3.5, 4.3)

3.1 Examine turnover and retention trends and the factors that influence why people choose to leave or remain. 

Employee turnover measures leavers of an organization as a percentage of total workforce per annum.  Retention measures how long individuals stay with an employer.  This is the ‘crude’ measurement and includes ALL types of leavers (redundancy, retirement etc).  These figures vary greatly between sector and region with retail, hospitality and contact centres experiencing high turnover due to the transient nature of the role (holiday jobs) and low salaries.   

There are many factors influencing individuals’ choice to stay in a job including:

· Offered/or identified another more attractive position
· Dislike the environment or people they work with 
· Don’t see opportunities for progression
· Seeking more flexibility – part time/work from home
· Don’t feel recognized or rewarded for what they do

Personnel Today highlights that employee turnover is set to soar given hybrid working and geography being less of a boundary tying people to jobs.  (Kropp, 2022)

As a business, we have had to accept some peoples’ requests for remote working to avoid losing them.  Out of 11 employees, 30% of these work remotely.  

Forbes refers to two studies in the US identifying the reasons for leaving.  

Flexjobs surveyed 2,202 workers and 43% indicated reason for leaving work be not allowing remote working.  (Pelta, 2022)

Consumer Affairs studied 1,000 employees and 42% stated they leave to seek better benefits – one of which is considered remote/flexible working.  (ConsumerAffairs, 2022)

“The answer to what makes an appealing workplace often depends on who you ask as you can see from the surveys. But many factors play a starring role: an empathic boss, upper management’s caring attitude, a relaxed and productive atmosphere, financial benefits, job security, commitment to excellence and open and honest communication.”  (Robinson, 2022)


3.2 Compare different approaches to developing and retaining talent on an individual and group level. 
“Talent refers to individuals who can make a significant difference to organizational performance.  This may be through their immediate contribution or, in the longer-term, by reaching their highest levels of potential.”  (Gamba Quilliam, 2021)
Talent Management is about attracting, developing, motivating and retaining employees and nurturing high performers to support organizational efficiency, growth and success.  
The CIPD Factsheet on Talent Management outlines 6 areas which all contribute to the success of retaining great staff:  Attracting, Identifying, Developing, Engaging, Retaining, Deploying 
(Gamba Quilliam, 2021)
Much of the current literature refers to the ‘traditional’ retention strategies and also a new way of working that have been influenced by the global pandemic.  
“To adopt the new strategy, you first have to accept the new reality: the market, not your company, will ultimately determine the movement of your employees. Yes, you can make your organization as pleasant and rewarding a place to work in as possible—you can fix problems that may push people toward the exits. But you can’t counter the pull of the market; you can’t shield your people from attractive opportunities and aggressive recruiters. The old goal of HR management—to minimize overall employee turnover—needs to be replaced by a new goal: to influence who leaves and when.”  (Cappelli, 2000)
Effective retention strategies include:  
· Employee compensation and benefits/perks
· Wellbeing, work-life balance and flexibility 
· Mentoring, training and development
· Feedback, recognition and reward 
· Onboarding, communication and culture 

In comparing these it is important to examine the sector and motivation of employees as well as trends in the market which may influence peoples decision-making.  
It is also important to determine the opportunity cost of ‘losing people’ and how difficult it is to attract and train new employees.  Investment in CPD can put the company at risk if that individual leaves.  They not only leave a gap in resource, but may have taken a great deal of insight, knowledge and new skills with them.   Whilst it is important to encourage CPD and many consider this a benefit, purely relying on this to motivate staff may backfire if other elements such as benefits are not in place to keep them on board.  
As discussed earlier, increased focus has been given to wellbeing and flexible working.  This can mean less ‘control’ for management but forces them to consider how to manage productivity not presence.  Given this has been a ‘trending’ demand since COVID, it would be worth investing in manageable remote/hybrid working for now and the future.  
In my organization, it has been key to provide a clear onboarding process to ensure we stand in good stead for setting expectations for the future.  As a new company without ‘track record’ there are other elements that we have dialed up as ‘benefits’ to ensure we attract and retain staff i.e. being a part of a new ‘movement’ making positive change for the future, as well as benefits such as remote working, team building days, rewards and a great office environment with free parking.  
3.5 Explain the impact associated with dysfunctional employee turnover. 
Dysfunctional employee turnover is associated with Voluntary departures and can be disruptive, detrimental to the success and reputation of the business plus have extensive financial implications.  Losing top performing staff leaves gaps in efficiency, affects leadership/management and can destabilize the remaining workforce.   
There are both direct and indirect costs associated with dysfunctional turnover. 
Direct: 
Advertising/recruiting replacement – costs associated with placing job adverts, utilizing recruitment companies, sifting CVs, interviewing candidates and inducting employees.
Gaps in filling the role – costs associated with additional overtime or ‘agency’ staff needed to fill the void between employees leaving and joining. 
Onboarding, training and development – cost of new equipment, licenses, identity checks, upskilling in certain software systems or processes and embedding employee in culture.  
Indirect 
Remaining employee perception/moral – employees feel disappointed to have lost a member of staff who may have motivated and inspired them, they may wonder why that person left and start evaluating their own role.
Knowledge, skills and network – when an employee leaves, they may take key knowledge and skills plus a valuable black book of suppliers, customers and contacts.  
The website Glassdoor highlights how to calculate the cost-per-hire and indicates the average employer spends £3,000 and 27.5 days to hire a new worker.  (Glassdoor, 2020)



4.3  Explain the components and benefits of effective onboarding. 
It is important to get the onboarding right to set the tone and set expectations for the future.  It is important to have clear goals regarding the process and what you want to achieve.  Involving colleagues is also key to ensuring a well-rounded view is taken and different perspective are considered – including those related to diversity and inclusion. 
Other key elements:
Welcome pack – providing employees with reminder of JD, contract, log in/access information, requirements for identification and policies to which they need to adhere from day one.  Info about the organization, culture and an organogram to identify key roles. 
A screen shot of our Induction pack is below (25 pages) which highlights the areas covered.  
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Orienting – the sensory welcome provided – whether online or physically – demonstrate value in bringing the employee in, introducing them to colleagues and their environment.  Familiarizing employees with location of key facilities and who to ask for help.  
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Description automatically generated]Embedding Culture – time scheduled with key people who can provide insight and information useful for different areas of the business i.e. Tech, Finance, HR and Facilities Management.  This is a great way to hear from those who have worked in the environment for a period who understand expectations.  Ensuring we work as a team and support each other to achieve targets and gain rewards.  Below – photo from team building and reward day.  
The benefits of the above provide clarity for the employee whilst also making them feel an immediate member of the team.  This is the gateway to their new journey with the employer so setting standards and expectations is vital to ensure they feel they have made the right career choice. 


2. Define what tight and loose labour markets are and how understanding the labour market can help organisations remain competitive. (1.1, 1.2)


1.1 Explain how organisations strategically position themselves in competitive labour markets. 
When describing the labour market – we can use the terms tight and loose depending on level of demand, % of unemployment and job vacancies.  
Tight – Low levels of unemployment, high demand for labour, competitive environment for employers to attract/retain talent.  
Loose – High levels of umemployment, readily available supply of labour, less competitive environment for employers.  
Responding to ONS figures on 15 Feb 2022, CIPD Labour Market Economist Jonathon Boys commented:
“There is no doubt many employers will be under more pressure to raise wages this year as they face the twin pressures of helping workers deal with rising cost of living and further tightening of the labour market. The playing field is level here as all employers face this same pressure. However, not all are able to raise pay. Encouragingly, the CIPD’s research shows that many employers are thinking about the employment offer in the round, including opportunities for training and development.”
(Boys J. , 2022)
In order to position themselves favourably in tight conditions, organisations may:
Strengthen their employer brand – become the employer of choice through positive branding from employees as well as the product/service.  Ensure there is a clear ‘employee voice’ so people not engaged with the organization can see/hear/feel existing employees experiences. 
Utilise effective recruitment channels – ensure the channels used reflect the brand and expectations of employees.  
Ensure pay/benefits are competitive and appealing – Usually one of the first things people will look at to ascertain if the role is worth considering is pay.  Easily comparable on paper so needs to reflect the culture/value of the employer.  
Highlight training, development and progression opportunities – An employer is attractive if they invest in their people and ensure there are opportunities for development and progression.  
Some organisations may select one or a few of the above as not all will offer pay increases so need to look at what is feasible for their sector.  





1.2 Explain the impact of changing labour market conditions on resourcing decisions. 
There are practical and financial implications with changing labour market conditions therefore it is key to continually monitor so that effective action can be taken to minimize disruption and risk.  

Tools such as PESTEL are useful to maintain a view of the external landscape to preempt potential impact on labour.  The environment dictates how organisations approach resourcing and talent management strategies to ensure they can maintain continuity of supply.  Tools and resources help predict supply and demand which influencea action taken to guarantee HR availability.  

The CIPD Factsheet entitled “Understanding the economy and labour market” highlights valuable sources to reflect on past and plan for future including:
· Office for National Statistics (ONS)
· CIPD Labour Market Outlook
· Bank of England’s Monetary Policy Report
· Office for Budget Responsibility’s Economic and Fiscal Outlook 
  
These reports cover key economic indicators including unemployment, inflation, GDP and growth in wages.  

(Boys J. , 2022)

If an organsiation can better anticipate the flexibility of the labour market, they can more effectively plan recruitment and engagement strategies  Investing in research to identify satisfaction in work may throw up areas for development that could be addressed before the labour market becomes restricted and the risk of losing staff to those offering more increases.  

Employee brand and organizational ethos may need review along with recruitment methods to ensure the organsiation is well prepared for campaigns that may be required to service an increased demand for product (i.e. pandemic, Brexit – greatly affected availability of stock in some areas and caused unprecedented demand). 

Adopting flexible working may also be required to ensure technology, performance management techniques and communication are all well embedded before bringing on new staff.  




3. The pandemic has forced organisations to use more technology which has resulted in a change in the way they carry out their recruitment and selection. Evaluate this, and discuss the potential future impact this may have on diversity and inclusion. (2.4)

2.4 Assess the strengths and weaknesses of different methods of recruitment and selection to build effective workforces. 
Recruitment and selection continues to evolve dramatically and organsiations are using innovative techniques to attract talent.  From the following list, a few have been selected to explore in more detail and assess the strengths and weaknesses of each. 

· External Recruitment
· Internal Recruitment
· Advertising
· Direct Approach
· Agency
· Social Media
· Job Centre
· Psychometric Testing
· Interviews (Formal and Informal) 
· Assessment Days 


	Recruitment and Selection Method
	Strength
	Weakness

	External Recruitment
	Broader scope of applications
Fresh ideas, innovation and enthusiasm.
	Often time delay – notice periods.
Longer time to embed employee.
Costly to recruit. 

	
	Whilst this can be a more costly method, the opportunity to attract new talent and enthusiasm can bring fresh ideas into the business as well as present an opportunity increase internal competition if motivation has gotten a little ‘stale’.  

	
	2B Enterprising is a start up, therefore, we recruited externally as NO internal candidates exist.  This did present an issue as we were keen to grow but had to wait for employees to give notice and start their role.  We utilized some external consultancy/freelance support to bridge this gap.  

	Interviews (formal)
	Ask set of consistent questions to compare responses.
In control of content covered.
	Can be unnatural.
Individuals may not perform as they would in more relaxed setting. 

	
	Traditional and familiar way to approach recruitment and a way of ascertaining how people perform under pressure.  This method presents an opportunity to ask an individual how they are motivated, what their 5 year plan is and interrogate answers a little more thoroughly.  

	
	When working in public sector, this was the preferred method of recruitment to maintain transparency and accountability.  There was less flexibility and a more rigid structure as some HR teams were less familiar with more innovative recruitment methods.  

	Assessment Days
	Effective way to explore candidates in range of situations.
See how they perform as a team.
	Time consuming and costly.
Candidates resistant in fear of seeing other candidates known to them. 

	
	Investing in this method can be an effective way to see how both internal and external candidates perform and potentially identify more than one successful recruit based on performance.  It can often be a more thorough way to assess skills and teamwork at once.  

	
	I participated in an Assessment day for Wales Millennium Centre which was a challenging but incredible experience.  I got to meet key stakeholders and really get a feel for the role, expectations and culture.  This method led to me being appointed along with another candidate.  



Selecting the appropriate method should be dictated by the role itself and what the individual will be expected to do when they join.  The process should also take into account diversity and inclusion – not discriminating against anyone with a disability or special need.




4. The UK has been seen to focus so much on apprenticeships in the last decade that the level of numeracy and literacy skills has declined in mainstream education. To help improve this situation the UK government have introduced several initiatives to increase the skills in the UK which includes the scheme Multiply which offers programmes to help adults improve their numeracy skills. (Gov, 2021) Critically analyse the impact on organisations and the role they will play in improving the skills of the UK. (1.3)


1.3 Discuss the role of government, employers and trade unions in ensuring future skills needs are met. 
Upskilling existing and potential workforce is essential to maintain a competitive edge through improved productivity and economic growth.  Individuals and organsiations need basic skills to satisfy to ensure they are successful in work and life.  The CIPD, together with several other organisations, launched the Skills Builder Universal Framework in 2020 which focuses on key skills and transferable skills needed to support individuals on their journey through education and career.  

“The Skills Builder Universal Framework is a clear measurable and authoritative Framework that sets out how essential skills can be identified in practice.   It provides a common language that both education providers and employers can easily understand and adopt.”  (Ferguson, 2020)

Essential skills are defined as:
· Listening
· Speaking
· Problem Solving
· Creativity
· Staying positive
· Aiming high
· Leadership 
· Teamwork 
Many of these skills cannot be taught like ‘maths’ or ‘digital’ skills so investment in them at all stages of education is key.  

The pandemic highlighted the need to increase IT skills base to minimize negative effects of having to work remotely and maximise opportunities to continue operating efficiently as a workforce and economy.  

Employers and individuals should take responsibility for improving basic skills, committing to personally developing and investing in the workforce – whether a direct requirement for the role or not.  Many UK businesses are built around low-skills, low-value jobs therefore investment in skills is often not priority.  

Apprenticeships in Wales now mandate essential skills to proceed with qualifications which gives Welsh Gov insight into skills gaps which need urgently addressing.  The CIPD activated a People Skills Pilot and the report was published to support small businesses to improve leadership and management capabilities in this area.

(CIPD & JP Morgan, 2017)  

As the market becomes more competitive, investment in skills is essential to maintain competitive edge and facilitate the use of new technologies and systems which increase efficiency and flexibility.  

5. According to Zimpel (2021) ‘Workforce planning is about generating information, analysing it to inform future demand for people and skills, and translating that into a set of actions that will develop and build on the existing workforce to meet that demand. Understanding of the distinction between ‘soft’ and ‘hard’ aspects can help to explain the renewed interest’ With this in mind answer the following: (2.1, 2.2, 2.3)

a. Explain how workforce planning addresses gaps between supply and demand. 
b. Compare and contrast the different techniques that can be used 
c. Explain the approaches to succession planning and how this can help motivate employees 


2.1  Analyse the impact of effective workforce planning. 
Effective workforce planning can minimize negative effects associated with gaps in supply of, and demand for, labour.  If an organsiation is unable to service demand for their product or service due to staff shortages, they face financial loss, inconsistency in operations, potential health/wellbeing risks as well as reputational damage. 
An example of how staff shortages effect efficiency and reputation would be easyJet who hit headlines when they announced removal of seats to operate with smaller crew due to lack staff.  Pre-booked holidays and clear anticipation of demand during half term period should have indicated an urgent need for staff – however, if labour market is tight and absence rate still high, there are other challenges impacting this situation.    
An example of effective workforce planning would be the ONS recruiting for the Census.  Taking place every 10 years, a field of workers are taken on to collect data to feed into a national report giving us a picture of all people and households in England and Wales.  These additional individuals are only employed for this period so a concerted effort to identify and recruit people prepared to work for this short period of time takes planning.  Approx 18,000 individuals were recruited through fixed term, agency and internal moves.  
(Thackray, 2022)
Workforce planning is valuable for the following reasons:
· Identify and respond to changing customer needs
· Identify relevant strategies for focused people development
· Target inefficiencies
· Improve employee retention
· Improve productivity and quality outputs
· Improve employees’ work-life balance
· Make recommendations to deliver strategic value through talent. 
(Zimpel, 2021)
Businesses who operate seasonally also experience greater benefits in efficient workforce planning to ensure they have the most appropriate staff as and when needed which isn’t always easy if inconsistent work is being offered (i.e. hospitality, travel, tourism, events etc).  


2.2  Evaluate the techniques used to support the process of workforce planning. 
Research, data capture, external evaluation, management experience and judgment, sector patterns in turnover all contribute to effective workforce planning as they provide data and insight on which sound decisions can be based to ensure consistency in people planning.  
Hard workforce planning – statistics, based on research and data collected, to indicate how many staff with which skills are required in future.
Soft workforce planning – qualitative information which helps formulate strategy on which to base actions.  This accommodates a more agile response to trends and economic influences. 
Tools and techniques used for effective workforce planning include:
Organisational Strategy – prepared by Senior Team and fed into by all areas of the business, this should highlight growth proposed for 3-5 years and what resource requirements are expected to deliver KPIs.  Benefits of this are that it should highlight growth of the business not just one department – this will allow HR to plan resourcing for specific skills as well as ‘administration and business support services i.e. IT’ that might be needed to facilitate growth.
HR Data and Reports – data collected through HR function is valuable to determine patterns in absence, turnover, supply and demand. 
Defining the purpose of Workforce Plan is key to ensure the right information is captured and considered, the relevant people are involved and outputs well communicated with those affected directly and indirectly.  



2.3  Explain approaches to succession and contingency planning aimed at mitigating workforce risks.
“Succession planning is the process of identifying and developing potential future leaders and senior managers, as well as individuals, to fill business-critical roles. The aim is to be able to fill key roles effectively if a current post holder leaves the organisation.”  (Weeks, 2020)
[image: Talent management and the 9-box grid – what you must know | TMI]
Effective succession plans serve to satisfy the skills demands and also motivate and inspire employees to progress.  The 9-Box Grid (or Performance Potential Matrix) - created by McKinsey 1970s, is used for succession planning and talent pool development.  This can highlight holes in your talent pool that need to be filled through skills and CPD.  (TMI, 2021)

There are various ways to identify talent for promotion and progression but it is important to ensure that the processes are fair, transparent and non-discriminatory. 
· Information discussions – conversations around aspirations and where they see themselves in future.  
· Formal appraisals – recording intention to progress, evaluation of skills and support offered to progress.  
· Competency Frameworks – identification of Knowledge, Skills and Behaviours needed for certain roles for complete clarity in relation to expectations.  
· Competitions / Challenges – launching campaigns, competitions, challenges or teambuilding activities to expose people to new things and identify talent that is not overtly visible.  

To avoid the ‘dead mans shoes’ situation, People Practitioners look to implement standard procedures to mitigate risk associated with discrimination – particularly if people are not moving on when they’re no longer engaged.  People Management magazine issued the article ‘The Legal Risks of Succession Planning’ and highlighted the following options:
· Compulsory retirement age
· Capped-term appointments 
· Job rotation
· Flexibility 
· Financial assistance 
(Secker, 2020)
People Management alerts us to 4 pitfalls to be aware of when succession planning:
Determining future leaders based on past performance – demands of leaders will certainly differ in the future.
Basing pipeline decisions on informal management views – stereotypes and assumptions can be dangerous and lead to promotion of wrong people.
Neglecting the impact of your organizational context – will potential successors effectively manage future teams and navigate the challenges at a senior level?
Failing to support individuals to fulfil potential – Coaching and mentoring should be put in place to ensure the successor is an environment in which they can succeed and thrive.
(Whysall, 2021)

6. ‘Anyone doing strategic workforce planning, long-term recruitment or succession planning should include a well-maintained talent pool in their strategy.’ (AIHR, 2020). Discuss with examples. (3.3, 3.4)


3.3 Evaluate approaches that an organisation can take to build and support different talent pools. 
A talent pool is a database identified as interested or suitable for working for the business.  This may be a mix of people who have previously applied for positions, those who’ve made enquiries about roles or former employees.  
It is advantageous to have a bank of candidates ready to call upon particularly when facing sudden shortages or increase in demand – the ability to be agile and respond quickly minimizes inconsistencies in service and maintains best practice.  
Strong performance management systems support an organization to identify talent early with a view to them stepping into business-critical roles when available.
Organisations may expose the talent pool to other areas of the business to start developing experience and identification of different opportunities that arise.  They may engage in Coaching and Mentoring to support skills development needed for a leader/manager role.    
Being clear about progression routes and ‘academy’ development programmes helps manage expectations and highlights what skills, knowledge and experience is needed to progress.
Secondments are used as methods of ‘trialing’ employees and exposing them to more senior positions before embarking on promotion. 
“Evaluating talent management is difficult, but necessary to ensure that the investment is justified. It needs both quantitative and qualitative data that is valid, reliable and robust.”  (Gamba Quilliam, 2021)
Valuing your talent is a project led by CIPD to support organisations in collecting data to measure their workforce and would be useful in this context.  The framework categorises the measure into 4 areas:
· Inputs – data on workforce composition, number of employees, ratio of p/t and f/t and gender diversity.
· Activities – recruitment and retention statistics, employee turnover, replacement costs.
· Outputs – added value i.e. leadership capability.
· Outcomes – quality of outputs and resulting impact i.e. organizational performance.
(Mohdzaini, 2022)



3.4 Evaluate the benefits of diversity in building and supporting talent pools. 
Enriched perspectives; increased creativity; lower employee turnover; positive impact on employer brand; improved decision-making; improved knowledge and understanding; reduced language barriers; higher engagement; reduced risk of discrimination, awareness of potential pitfalls and difficulties. 
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Description automatically generated]The McKinsey report “Diversity Matters” highlights that gender-diverse organisations are 15% more likely to outperform those non-gender diverse businesses.  Ethnically diverse companies are 35% more likely to outperform those who are not.  
(Hunt, Layton, & Prince, 2015)

Deloitte’s research into the role of diversity and inclusion in promoting trust and employee engagement revealed that businesses need to go beyond implementing diversity practices to build a trusted and engaged workforce.  
“research suggests that organisations that actively seek to promote employee inclusion are better placed to realise the well-known benefits of a high trust and high engagement workplace, including increased employee performance.” (Downey, van derWerff, Thomas, & Plaut, 2014) 



7. According to the Suff (2021) ‘UK law currently recognises three main types of employment status: employee, worker and self-employed. An individual's employment rights depend upon whether they are an employee or worker’.  
a). Assess how different employment types can meet workforce needs and
b) Explain the main contractual terms used in contracts. (4.1, 4.2)
4.1 Assess suitable types of contractual arrangements dependent on specific workforce need. 
Matching workforce need to contractual arrangements. How work can be delivered through different contracts: employee, worker, contractor; permanent, temporary, full-time, part-time, zero-hours; how work can be delivered and resourced in different ways including the ‘gig economy’. Financial terms, work practice terms, behavioural terms, attendance and sickness, reporting. 
There are circumstances where positions are not long term or full time i.e. Census data collectors (needed every 10 years) therefore contracts vary to protect both parties.  
The following types of contracts exist:
· Full time and part time contracts
· Obligations such as holiday pay, sick pay, maternity, paternity, adoption, minimum wage, insurances, max working hours etc.
· Fixed term contracts
· Start and end date based on task/event completion but treated as perm employees.
· Agency staff
· Staff paid through agency and it falls under agency’s responsibility to ensure workers get rights under working time regulations.  After 12wks continuous employment, agency workers get same terms as perm employees.  Employer maintains responsibility for H&S. 
· Freelancers/consultants/contractors
· They are self employed/responsible for own NI/Tax, not necessary entitled to same rights as perm employees.  Employer maintains responsibility for H&S.  
· Zero-hours contracts
· No obligation to give work – no obligation for employee to accept work.  Entitled to min wage and holiday allowance and employer responsible for H&S.  

Depending on work and demand, an organization may use a mix of the above staffing options potentially to determine if there is a role or to ‘try’ out staff before engaging on a perm contract. 






4.2  Differentiate between the main types of contractual terms in contracts. 


Express and implied terms form the basis of each employment contract and dictate the rights of both employer and employees.  

Explicit: terms such as job title, rate of pay, hours of work, holiday pay, pensions, notice etc.  
Implicit:  terms where a right or duty would be obvious i.e. not acting dishonestly.  

Terms imposed either by common law are deemed to be included in every employment contract, below is an example:
· Good faith and fidelity
· Not to act arbitrarily, capriciously or inequitably
· Not to disclose trade secrets/confidentiality
· Mutual trust and confidence
· To obey reasonable and lawful orders

Custom and practice terms are workplace entitlements that become established because they:
· Have been followed without exception for a substantial period
· Are uninterrupted
· Are automatically received 
· Are expected
· Are well known
(NEU, 2020)
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