Question 1: AC 1.1

In the context of organisational structure, hierarchical structure consists of a top-down reporting line where there are layers of different levels of employees in the ‘hierarchy of control’. There is a clear chain of command in terms of decision making. Whereas a flat hierarchical structure stands for everyone reports to one manager and there is equal responsibility (Waite et al., 2021, p.32).

Calmere House under Kirsten’s management operated in a flat non-hierarchical structure posed characteristics of a “start-up” stage of the business and product lifecycle model to Human Resources Management (Marchington et al., 2021, p.154). It enabled the business to develop “organically” (Taylor and Woodhams, 2022, p.56). Calmere House was able to adapt their approaches to suit the needs of their customers, for example rooms with individual character, which aligned with its echo of providing high quality care with a personal touch. There was an open and effective communication between Kirsten and the nursing staff on business goals and strategies. Staff turnover was low and there was a strong sense of engagement and loyalty from the customers. According to their book, Waite et al. (2021, p.26) stated that these are all features of a positive workplace culture.

However, as a small to medium sized firm, Calmere House lacked formal HR policies and procedures, with ad-hoc approaches in place. According to Marchington et al. (2021, p.156) there was inconsistence in their recruitment process and training. Issues such as inconsistence in performance review, pay and reward etc are “bound to emerge”, therefore a “more sophisticated” HR approach might need to be introduced. In addition, without formal HR procedures in place, with the flat non-hierarchical structure where there is a clearly defined line manager, if the relationship doesn’t work, it can have a negative impact on the “entirety” of the employee’s experience at work (Taylor and Woodhams, 2022, p.60).

In the contrary, the hierarchical bureaucratic structure under Chaffinch Group’s ownership formed HR function in their organisation and they also introduced systematic HR policies and procedures which could be effective in addressing the inconsistences in managing the organisation. However, the process of changing was managed poorly by Kath which is one of main reasons why organisations failed to meet their initial expectations, more specifically, Kath overlooked the importance of effective communication when managing the change and implementing new policies and procedures (Taylor and Woodhams, 2022, p.66). 





Question 2: AC 1.2

Armstrong (2016, p.27) considers that “Strategy is the approach to achieve specified aims in the future”. Depending on specific business goals, the definition of strategy varies (Taylor and Woodhams, 2022, p.42). Chaffinch Group’s business goal is to fill 100% of the resident rooms in the next six months. The customers of Chaffinch Group are respite and residential adults with care needs. 

Price (2007, p256) states that strategic thinking is based on rational decision-making. There are a few common strategic models Chaffinch Group could use to form its strategy - links to business goals and objectives. Take PESTLE analysis for example, by using this model, it offers Calmere House the opportunity to examine the external factors which could impact the business. Waite, et al. (2021, p.4) considers these external factors as the “macro” level of the business environment. Regularly “scanning” the business environment enables the organization to be prepared for change and minimise the negative impact it would have on the business goal in a “turbulent environment” (Armstrong, 2016, p39). However, in practice, the formulation of strategy may not always be a rational or linear process (Armstrong, 2016, p34). 

Chaffinch Groups needs to identify its stakeholders and plan to involve them in the process (CIPD, 2024b). Frist step would be using” Stakeholder analysis” which is an essential part of this process. A useful tool is the Flowchart: Stakeholder analysis provided by CIPD (2024e) where it enables the organisation to gain insight into stakeholder’s perspective in relation to potential change. Chaffinch Groups then need to formulate a thorough and well-sought out communication plan. “Communication during change is crucial. Taylor and Perkins (2021, p. 206) further supports that the “two-way” communication is “absolutely vital” to successful change. 

Horizontal integration of strategy involves combining and “bundling” various practices together to ultimately complement and reinforce each other (Taylor and Woodhams, 2022, p.47). Armstrong and Taylor (2023, p.81) notes the ultimate challenge of HR strategy is putting it to work. Armstrong (2016, p.45) argues that Strategic Human Resource Management and organisation are concerned as one entity. Horizontal strategy enables organisation to analyse ways of implementing actions to make it work.

Armstrong and Taylor (2023, p.67) suggests that vertical fit or integration involves linking HR strategy to the business strategy. According to Armstrong (2016, p.41) vertical integration strategy ensures that HR management is fully integrated with the business strategy. 




Question 3: AC 1.3

A PESTLE is used to analysis the key external factors that influence how an organisation operates. There are six key factors - Political, Economic, Sociological, Technological, Legal and Environmental (CIPD, 2025j).
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Figure 1 PESTEL (Akers and Francis-Davies, 2025a, slide 30)

Taylor and Perkins (2021, p.10) suggests that “aging population” and “globalisation”, which is what the care industry is currently facing, could also be added to the list. According to Taylor and Perkins (2021, pp.33-44) “hi-tech” - technology and “hi-touch” – care workers are the two fastest growing professions in the UK. It is not surprising that the impact of technology on our economy and society has become “profound” (Taylor and Perkins, 2021, p.33). Beevers, Rea and Hayden (2020, p159) considers technology has become an “accepted” part of our daily lives, including at the workplace. 

The development of technology has a positive impact on the care industry (Taylor and Perkins, 2021, p44). The research conducted by Mathews et al. (2019) suggests that the use of technology could add value to efficient responsive care in care homes. Moreover, technology links the care home community to the wider community for support and communication (Hanratty et al., 2019). We can’t overlook the importance of social interaction has on long-term older adults in long-term care homes. Loneliness and social isolation are the real challenges long term care home residents are facing.  In their research, Hanratty et al. (2019) found that games that promote physical activity and enhance psychological well-being to be the most promising interventions among others.

Social factor such as aging population has a negative impact in the care industry. It is without a doubt that UK is an “aging society” (Taylor and Perkins, 2021, p121). It is estimated that over 11 million people - 18.6% of the total population – were aged 65 years or older (ONS, 2022). This has put a tremendous pressure on the care industry where staff have increasingly been recruited from overseas (Marchington et al., 2021, p678). According to CIPD (2024d), small and medium enterprises (SMEs) such as Calmere House need to start looking at ways to develop their technical skills as well as a growth mindset to adopt to technology change, so they would be able to retain good talent and recruit the right candidate to minimum the impact of staff shortage. 


Question4 AC 1.4

In the field of healthcare in the UK and the rest of the world, according to Farnham (2015, p343), today’s new technologies in information and communication technologies (ICTs) are increasingly taking centre-stage. When embedding technology into Calmere House, the Management consider the suitability of the technological tools to enhance patient care and employee experience. Consulting employees, also known as “front-room matters” in the process, would also reduce the resistance when implementing technological change (Mee-Yan Cheung-Judge and Holbeche, 2021, p.191).

The introduction and implementation of digital care management system (DCMS) and electronic medical records would save employees’ time on administrative tasks at Calmere House,  which would then enable its staff to foster “meaningful human interactions” with the patients (Department of Health and Social Care (2021). By doing so, it would be possible for Calmere House to earn resident’s loyalty by catering to their individual needs. Waite et al. (2021, p.18) refers to the individualised care as the “customer delight” in customer lifecycle. This was evident under Kirsten’s management when patient satisfaction rate was high. 

Digital transformation would enhance the employee experience by reducing the time a staff member spends on menial administration, allow team members more time for personal and professional development. This would foster a greater sense of employee development and progression through up-skilling, while also aiding in the company objectives. (Green, Peters and Young, 2020). While automation of processes could lead to possible job losses for employees performing lower-lever, administrative tasks (Taylor and Perkins, 2021, pp.41-69), it could also create new roles (CIPD, 2025f), such as an IT expert to maintain the information systems and oversee cyber security. 

Furthermore, digital transformation in the workplace enables flexible working which would reduce stress of having to commute to work and offer more flexibility of home-work life (Taylor and Woodhams, 2022b). Many staff at Calmere House are patient-facing, so remote work may not be available to all. Looking into the future, with evolving development in digital transformation, continuous learning and development of technologies for staff will be needed. Staff might be able to complete their training from home. 

While technology advancement has the potential to transform the way we work, it also comes with a price. It is reported that 29 per cent of employees say that use of portable devices blurs boundaries between work and home life (CIPD, 2020). 
Recent research carried out by Department of Health and Social Care (2021) showed that 23 per cent of care home staff does not have stable and consistent internet access at work, Calmere House would need to consider fibre broadband upgrades to ensure adequate internet access for its staff and residents. They also need to make continuous learning available to its workforce to encourage its employees to move away from paper-based practices and to use the digital tools confidently. 


Question 5 AC 2.1

Various theories and models exist to examine organisational culture and human behaviour when managing change. Armstrong and Taylor (2023, p.139) argues that orgasational behaviour is concerned with the “characteristics of people and how they act in orgnisations”. Taylor and Woodhams (2022b, p.152). suggests that behaviours are underpinned by one’s beliefs, values and attitudes. The major causes of problems following the takeover of Calmere House by Chaffinch Group could be:
· Lack of communication 
· Management style
· Lack of practical help for learning and development

According to Taylor and Woodhams (2022, p.70), failure to communicate is a major cause of ineffective change management. Quite often, employees need to be persuaded and satisfied that it is “worth their while” to support and even embrace the new way of doing things and to put it in effect. Neither the old manager Kirsten nor the new manager Kath initiated “genuine dialogue” to communication or engage the employees or the residents in the decision-making process of the change, which could be effective in lowering resistance to change. – People support what they help to create.

The psychologist Edgar Schein used a metaphor of an iceberg to describe three levels of organisational culture (CIPD, 2025d). 

Artefacts – the ‘visible’ aspects above the water line. The employees at Calmere House were not motivated to embracing change, they were unclear on intrinsic and extrinsic incentives. With the decrease of job satisfaction, including the loss of work and life balance, negative impact on wellbeing, the “psychological contact” was therefore breached. 

Norms and values have also changed. Kath’s management style is “autocratic” which is completely different from that of Kirsten’s. Kath disregards employee voice and expect people to do what they are told without discussion. The increase of agency workers also meant that there is very little peer support. 

Underlying assumptions and beliefs. Staff started to feel that they are no longer committed to Calmere House. They started to leave Calmere House to seek alternative employment. Taylor and Woodhams (2022a, p.5). 

In terms of human behaviour, Kath and her team could use SCARF model to “minimise threat and maximise rewards” (Mullins, 2019, p.13). 
SCARF stands for:
· Status
· Certainty
· Autonomy
· Relatedness
· Fairness

Communications and mutual understanding are basis for OC. CIPD (2025b) states that change is often implemented ineffectively using “authority and control”. That is because change is often an emotional process. Kath and her team need to be transparent and establish effective methods to communicate and engage with employees. 


Question 6 AC 2.2

Waite et al. (2021, p.28) notes organisation culture provides the context in which people operate. CIPD (2025d) explains that specific aspects of employee behaviour also known as ‘organisational climate’ can be described as “the way an individual understands their workplace guides their behaviour”.

In Calmere House under Kirsten’s management, employees were involved in the selection process. There was also an emphasis on “person-organisation fit” (Armstrong and Taylor, 2023, p.260) to determine the extent how well a candidate would “fit in” in terms of their personality and values. Whereas under Kath’s management, instead of investing in selecting and training new staff, Kath uses agency workers to replace staff who have left. Although Agency worker’s qualifications and experiences are checked, no consideration is given to suitability of candidates. With the nature of agency workers, there is no contractual relationship between an agency worker and Calmere House, there is also a lack of career progression in addition to higher costs associated with agency staff. It is not surprising that they are likely to be less engaged and committed to their work than a permanent employee (Silkin, 2022). 

CIPD (2022b) considers that employee voice is integral to people’s experience of working life. In Calmere House under Kirsten’s management, there is evidence of effective two-way communication. Kirsten holds regular staff meetings as well as one-to-one check-ins (Armstrong and Taylor, 2023, p.480). CIPD (2022a) consider the latter as the most important channel for employee voice. People are able to raise concerns, and have a say in issues that affect them, CIPD (2022a)  refers to it as “safety climate”.  With safety climate, staff are able to use their voice to secure resources they need to solve difficulties, reduce pressure and minimise the potential of employee burnout (CIPD, 2023). According to Armstrong and Taylor (2023, p.225) when employees perceive that their employer values them and their contributions, they will demonstrate positive attitudes and behaviours. However, Kath’s management style is autocratic where she asserts power and control. Staff are working longer hours, lack of work-and-life balance and not clear about their job security have increased stress and reduced commitment to employing organisations. Insecurity does not lead to motivated employees (Price, 2007, p.243). 

Employee voice is no longer being listened to and valued, and the lack of communication to voice their concerns, working at Calmere House no longer “satisfies employee’s needs and wants”, staff started to get less motivated and engaged (Armstrong and Taylor, 2023, p.195). 









Question 7 AC 2.3

The change from a small owner-managed care home to Calmere House being part of a large organisation is “transformational”, from structures to behaviours as well as process (Armstrong, 2022, p.650).

There are different change models, such as Lewin (1951), Kotter’s 8-Step Change Model, Chaffinch Group could have used to better manage the change (Armstrong and Taylor , 2023, p.144). In Lewin’s (1947) Change Model, it emphasis on the importance of effective communication and employee engagement from the initial “Unfreezing” stage. Taylor and Perkins (2021, p.206) further states that communication is vital to successful change. 
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Figure 3 Kotter’s Eight Steps Change Model (Akers and Francis-Davies, 2025b, slide 32)

In Kotter’s model, the first three steps emphasis on building a sense of urgency for change, starting communication and engagement with the employees which links to Lewin’s “Unfreeze” stage (CIPD, 2024c). It would be useful to undergo a SWOT analysis at this stage to scan the business environment, especially internally to identify what Calmere House is doing well and not so well to support the formulation of future strategies. An employee survey would be beneficial for example for the management to get meaningful insight into how employees are feeling with the upcoming change. 

The next three steps involve implementing effective communication to reduce resistance to change. Lack of communication during the process of change is one of the main reasons why resistance to change happens. Open and transparent communication to foster employee involvement and participation to gain buy in from the employees and change individual employee behaviour. At this stage, Kath could communicate the business plan with the employees and make them understand why a change is needed, to establish a sense of urgency, instead of sending employees an email about the new policies and procedures without any engagement or consultation. This would be the perfect opportunity to gain employees’ support on the change as it will enable resources to be utilised to upgrade the facilities and provide them with better job security. This would help to reduce resistance to change as people support what they help to create. Taylor and Perkins (2021, p.198) 


The last two steps of the model, once change has been implemented, according to Aguirre and Alpern (2014), constant communication is needed even after the rollout. It is because  CIPD (2025a) argues that many changes are centred around people at the workplace. Chaffinch group need to consider the impact of change on employees on a human level to ensure employee motivation and loyalty.  







Question 8 AC 2.4

When examining the experience of change for the employees, how people can copy change psychologically, the Kubler-Ross model is very helpful. Taylor and Woodhams (2022). It is also known as “the change curve”. CIPD (2024b). In this model, Kubler-Ross proposed “the five stages of grief”. 
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Figure 4. Kubler – Ross Model (Akers and Francis-Davies, 2025b, slide 38)


Shock
In Calmere House, the former owner Kirsten sold the nursing home to Chaffinch Group without any prior warning or employee consultation. The employees entered into Stage one which is “Denial”. They did not understand why a change was necessary as everyone was happy and things were going well. 

Anger 
Chaffinch Group changed the organisational structure to a hierarchical structure with a clear chain of command. They also appointed a new manager Kath whose management style is autocratic. New policies and procedures were sent to employees without any consultation or involvement. Work life at Calmere House has turned upside down in a very short time. It is not surprising that at this stage employees were angry and frustrated.

Bargaining
Kath’s autocratic management style is polar opposite to that of Kirsten’s. Kath expects things to be done her way without question. When challenged by staff, Kath shut them down. CIPD (2025b) states that change is rarely implemented effectively using authority and control. 

Depression 
Staff didn’t like the new culture, so turnover started to raise. Instead of recruiting and training new permanent staff, Kath used an agency to source temporary agency workers who had zero commitment or loyalty to Calmere House. With increased workload, lack of support from their colleagues and no effective channels to voice their opinions and concerns, staff started to feel hopeless. 

Acceptance 
In order to plan and implement effective change, Chaffinch Group and Kath need to plan for potential resistance to change from its staff and residents. Communication is key to engage and involve staff in the process. Learning and training will also be needed to upskill staff on the new systems and procedures. It might be useful to use reward for those who support the change and act as change agents (Taylor and Woodhams, 2022, p.66 )

Change is often an emotional process (CIPD, 2025b). According to Waite, et al (2021, p.168), people response differently to change, it is therefore crucial to understand the negative implications of change in order to support employees navigate through the process. 

 

Question 9 AC 2.5

Taylor and Woodhams (2022a, p.248) argues that wellbeing is viewed as a “multi-faceted” concept involving health, safety and quality of life. CIPD (2025l) identified a range of inter-related 'domains' of employee wellbeing:

- Health 
- Good work 
- Values and Principles
- Social
- Personal Growth 
- Good life style choices
- Financial wellbeing

Two factors that could impact employee wellbeing at Calmere House are “Health” and “Good work”, more specifically mental health including stress and good line management. The leading causes for both short- and long- absence are mental ill health and stress (CIPD 2025i). According to CIPD (2005i) Good Work Index, about a quarter of employees reported their mental and physical health are negatively impacted by their work. 

At Calmere House, with the increase in staff turnover and sickness absence, existing staff start to feel hopeless as they are under tremendous pressure working longer hours to cover absences. It is important to address the two factors because work-related ill health is very costly on both personal and organisational levels (Mullins, 2019). Taylor and Perkins (2021, p.97) goes further to explain that organisations can gain substantial benefits when they invest in wellbeing initiatives. Furthermore, better wellbeing at work is positively “corelated” with organisational success. There is a direct link to show when employers invest in the wellbeing of their staff, they will see stronger organisational outcomes. Armstrong and Taylor (2023) also explains excessive stress can negatively impact employee effectiveness and productivity, therefore organisaltioanl performance. 

Kath as the line manager is responsible for the day-to-day management of employees’ health and wellbeing (Armstrong and Taylor, 2023, p.496).  However, Kath has not created a positive and supportive work environment. There are no effective channels to voice employees’ views and opinions. When challenged by staff, Kath just brushed them off instead of opening a genuine dialogue and having difficult conversations. In the Health and wellbeing at work survey carried out by CIPD (2025i), it’s not surprising that 37% of respondents blamed management style for work-related stress, the second main cause. It is important to remember that employers also have a duty of care. This means to create a positive working environment for their employees (Armstrong and Taylor, 2023).  CIPD (2025h) supports this view by stating that employers have a moral obligation to not cause employees harm. 




Question 10 AC 3.1

The people professionals at Calmere House can approach employee retention in the following ways.

The people manager can support retention by facilitating employee voice, giving staff the opportunity to share feedback and opinions about the organisation and allow management to understand what the employee experience within the organisation is like. This will be part of fostering positive relationships with employees. This will reduce the perception of Kath as “autocratic” and encourage two-way communication between management and employees within the team. Through these conversations employees could raise their concerns and identify the resources they need to overcome obstacles. When employees feel they are valued and their views have been heard and acted on they will be more engaged and committed to the organisation (CIPD, 2023b; CIPD, 2022c; CIPD, 2025e). 

Kath could also initiate an employee recognition programme such as employee appreciation days or “Employee of the Month” to help retain talent and increase productivity (CIPD, 2020a). Bailey and Madden (2016) found that if employees consider their work "meaningful", they are more likely to stay. Positive recognition is useful in fostering meaning in the workplace. 

The recruitment advisor at Calmere House needs to ensure that the right talent is attracted to the organisation and that their values are aligned with the organisational values. This “person-organisation fit” creates alignment between the organisation and its employees, encouraging positive workplace dynamics and productivity. Those that are engaged in the company culture often feel they are making an impact, and their work is meaningful (CIPD, 2025e; Armstrong and Taylor, 2023, p260). The recruitment advisor could also conduct exit interviews to collect data on turnover and understand why people leave. This would enable Calmere House to identify and address dissatisfaction employees fell, allowing the organisation to initiate retention strategies before employees decide to leave (Armstrong and Taylor, 2023, p.481)

The employment relation case advisor at Calmere House should develop formal processes and procedures relating to absence and grievances, ensuring policies comply with legislation and are applied consistently and fairly. Open and transparent framework for HR policies reduce confusion and ensure people operate on a “level playing field” in terms of workplace conduct.  The advisor could also establish a mediation service to resolve disputes and manage conflict at work internally. Prompt and effective dispute resolution is vital to job satisfaction and allowing a team to produce quality work (Taylor and Woodhams, 2022a, p.24). With increased sickness absence at Calmere House, a return-to-work policy would support employee wellbeing and mitigate burnout by reducing stress and contributing to work-life balance (Taylor and Perkins, 2021, p.355).

Employees are the most valuable assets; in some cases, they could be termed as the “life-blood” of an organization (Kossivi and Kalgora, 2016). While it is important to attract the right talents into the organisations, people professionals also need to understand what they need to do to retain the correct skills and experience within the organisation, so they can continue to use their knowledge, expertise and skills in furthering the company development and objectives.  Taylor and Woodhams (2022a, p.48) considers that not all turnover is bad, a certain volume of unavoidable turnover is “desired” to remove under-performers and facilitate career progression of other employees. However, around 90 per cent of employees’ turnover is “avoidable” (Taylor and Woodhams, 2022b, p.100). HR professionals at Technivara can make a key contribution in understanding why staff leave and formulating initiatives to reduce employee turnover and increase retention (CIPD,2025e). 
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Figure 5 Six Employee Lifecycle Stages (Akers and Francis-Davies, 2025b, slide 65)



In Figure 5 “Six Employee Lifecycle Stages”, it shows a holistic approach. All stages “interconnect” and “link” together (Taylor and Woodhams, 2022b, p.90). Armstrong and Taylor (2023, p.277) described it as an “integrated experience”. As people professionals such as the people manager, recruitment advisor and employment relations case advisor at Calmere House, part of their role is to understand this lifecycle and how it affects people and contribute to a positive employee experience(Taylor and Woodhams, 2022b, p.90).

This is how Technivara can make a big difference.

 
The recruitment advisor at Calmere House could analyse its turnover data and associated cost of the turnover. It would be helpful to benchmark it internally as well as externally (Taylor and Woodhams, 2022a, p.49). Also, the employment relationship case advisor at Calmere House could analyse information collected through exit interviews and employee attitude surveys to understand the “push and pull” factors at Calmere House in order to develop effective retention initiatives (Taylor and Woodhams, 2022b, p.100). 

CIPD (2025g) goes further to explain this process is vital in building the business case and formulating targeted retention initiatives. People professionals at Technivara could work collaboratively to formulate  a well-thought-out retention strategy for “winning” management’s support on the implementation and maintenance of the retention initiatives and interventions (Taylor and Woodhams, 2022a, p.54).Once a retention strategy is formed for each common reason for leaving, the people manager could develop a communication plan by working with the management team. to ensure employees understand what is happening and that their voices are heard, they will also sense that you are acting on their views. 
In addition, people professionals also need to keep scanning the environment, so they know what’s happening inside and outside of Calmere House to future proof their people practices. 


            




Question 11 AC 3.2

The Chaffinch Group has set the aim of filling 100 per cent of resident rooms within the next six months. People managers can play a key role in supporting the business objectives of the group, specifically by designing systems to promote a “horizontal fit” and “vertical fit” that aligns people practice with the overarching business strategy. 

The “horizontal fit” strategy aims to harmonise policies across all HR systems and practices within the organisation. This ensures that policies do not conflict or undermine each other and create a self-supporting system of rules. By aligning policies and procedures with one another, employees have confidence the organisation has “Good” Human Resources Management (HRM) in place (Taylor and Woodhams, 2022, p.106).

“Vertical fit” aligns HRM with the organisation’s strategy (Armstrong and Taylor, 2022, p.25; Taylor and Woodhams, 2022, p.52). To achieve its goals the Chaffinch Group requires strategic people practices in three key areas: providing data and statistics on key business areas, workforce planning, and employee engagement.

People practice at Chaffinch Group can contribute to business strategy by providing data and statistics on critical areas of the business, such as turnover rate and the associated cost of turnover (Taylor and Woodhams, 2022b, p.52). By analysing such data, people practice can offer valuable insights that support the formulation of operational decisions. 

People practice can provide information on workforce planning to meet business needs (CIPD, 2025k). For example, Kath and her team could identify the skills gaps in the future and timeframe needed to ensure the right people that fulfil key needs in the organisation are sourced from the market.

In terms of employee engagement, people practice can act as an HR business partner, providing expert advice on people approaches that impact employee engagement, motivation, commitment and skills to improve organisational performance (Armstrong, 2016, p.18). For example, this could involve HR communicating the business strategy to employees, especially in areas impacting them. Clear and transparent communication builds trust and ensures that employees understand how their individual contributions align with organisational objectives. Committed employees are more likely to contribute to increased productivity and improved customer service.

Armstrong and Taylor (2023, p.36) state that good HRM practice and firm performance are correlated. Implementing vertical and horizontal strategies allows Chaffinch Group to create a clear framework to pursue the goal of 100 per cent room occupancy. When organisation has effective HRM in place, there is a correlation to improved financial outcomes (Armstrong and Taylor, 2020, p.68).


 
R7 Armstrong and Taylor (2023, p.36) states that good Human Resource Management (HRM) practice and firm performance are correlated. This is because HRM can make an impact on organisational performance by enhancing employee experience; committed employees would be likely to contribute to increased productivity and improved customer service. If an organisation exhibits these characteristics, the financial outcomes achieved by the organisation will also improve (Armstrong and Taylor, 2020, p.68). According to Armstrong and Taylor (2022, p.25), this explains the concept of strategic human resource management (SHRM).  

CIPD (2025k) defines people practices are the processes and approaches that we use across the employee lifecycle. Taylor and Woodhams (2022, p.90) states all stages of the employee lifecycle are “interconnect” together. It is essential that people strategies fits and aligns vertically with business strategy (Armstrong, 2016, p.41: Taylor and Woodhams, 2022, p.52). HR function can also play the role as HR business partner to provide expert level advice on people approaches which can have a direct impact on employee engagement, motivation, commitment and skill to improve organisations performance (Armstrong, 2016, p.18)

There are various ways people practices could help Chaffinch Group to achieve its business goal of filling 100% of resident rooms within six months, such as formulating strategies and action plans on recruitment, employee engagement and retention. 

Recruitment
CIPD (2025k) states that an effective business strategy can not be informed without its people. It is important for Chaffinch Group to recruit the right people who have the knowledge, skills and ability to support the business goals. For example, instead of outsourcing the selection and recruitment process, Kath and her team could be more involved in the process to ensure the right people That fulfil key needs in the organisation are sourced from the market. 

Management Development

Kath’s autocratic management style has negatively impacted the employee engagement at Calmere House. HR function could devise its people strategy which includes a development plan for line managers on staff engagement and motivation. According to Armstrong (2016), the plan should be low-key and utilised as a learning opportunity. Baczor (2019) notes management play a key role in fostering an environment of psychological safety, training on this can help to build productive work relationships. Development and training opportunities are also important to ensure people are doing Good Work (Waite et al., 2021, p.62). 

In addition, people professionals at Calmere House should analyse their policies and procedures to ensure they enforce one and other. R2 Taylor and Woodhams (2022, p.106) argues that horizontal fit can give people confidence about the people practice in an organisation. 




Question12 AC 3.3

A high employee turnover can negatively impact on an organisation’s overall performance (CIPD, 2025g). Given the general labour shortage in the care industry, it is essential for Calmere House to control employee turnover (CIPD, 2024a). According to Taylor and Woodhams (2022, p. 107), Kath and her team need to understand their internal customers and their needs by carrying out an internal customers stakeholder analysis, then they can undertake activities to establish the needs in terms of people practice the customers might have, to understand why people leave Calmere House.

Individual exit interviews are commonly used to find out the reasons why employees leave. However, Taylor and Woodhams (2022, p103 ) argues that data collected at the interview may be “limited” as leavers might not be forthcoming. Therefore, Kath needs to reassure confidentiality and explain the purpose of the exit interviews to build psychological trust.  CIPD (2025g) asserts that the interviewer should not be the line manager or be involved in future reference writing. 

Surveys could be used to identify areas of dissatisfactions. Armstrong and Taylor (2023, p.480) states this then would be helpful when forming the retention plan to address each of the areas in which there is dissatisfaction or lack of commitment. Quite often survey reports solely on percentages and metrics, with the lack of meaningful insight, it is difficult to devise an effective action plan. 

Internal social media enables employees to engage in an open forum which is “multidimensional” (Armstrong and Taylor, 2023, p.481). It can encourage people to speak up, managers can hold regular question sessions online which makes immediate responses possible. 

Team briefing could also be used to involve every employee in the organisation. 

Furthermore, when addressing dysfunctional turnover, Kath needs to pay attention to employees’ psychological contracts Taylor and Woodhams (2022, p.56). According to R7 Armstrong and Taylor (2023, p.470), psychological contracts are “unarticulated assumptions” which are developed over time and can be “multifaceted”. Keeping employees engaged in ongoing communication would therefore reduce the likelihood of misleading information. 
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