3CO04 Essentials of People Practice
Q1. Create a diagram that shows stages in the employee lifecycle. After reading all the tasks in the assessment brief, annotate each stage to explain how people professionals at Jemijo could contribute to the stages in your diagram. (AC 1.1)People professionals at Jemijo could contribute to this stage by developing an Employee Value Proposition to show their commitment to an inclusive workplace and diverse talent pools. This includes highlighting their home-based and hybrid working, their six-week training programme and the range of opportunities available within the workforce to promote their commitment to the development of their staff. Having a positive employer brand allows Jemijo to compete for the best talent and differentiates them from our employers (CIPD, 2025)

People professionals at Jemijo contribute to this step by effectively completing any administrative tasks, such as any employee checks and data, contracts and organising equipment to ensure the new starter is fully equipped for their first day. Also, providing essential induction documents, such as, company policies, to help align them with Jemijo’s company standards and values. By guiding this process effectively, they are ensuring any new starters feel welcomed and supported by Jemijo’s team, therefore, increasing their productivity and improved employee commitment (CIPD, 2025a).

People professionals at Jemijo could contribute to this by effectively carrying out exit interviews to gather honest feedback and insight into staff experiences. Also, coordinating the return of any equipment for hybrid working staff and managing any administrative tasks, such as, reviewing notice periods and liaising with finance team to prepare accurate final payments. When losing a member of staff, facilitating a structured handover is crucial as this then prevents any service disruption and promotes Jemijo’s reputation for high quality customer service.
Jemijo’s people professionals could contribute to this stage by carrying out in-depth job analysis to ensure fair and non-discriminatory language is used throughout, as well as verifying that the person specification is suitable for the role. Also, by facilitating structured interviews, assessment centre exercises and setting clear criteria that all candidates are scored consistently against. This involvement helps avoid bias and ensures the recruitment and selection process is legally compliant.



People professionals at Jemijo could contribute to retention by analysing exit interviews to identify the reasons of staff turnover and how to prevent it in the future. They could implement engagement activities, such as rewards or team building events, to improve employee experience. Additionally, the team is there to facilitate open and honest conversations, ensuring any conflicts are raised and resolved effectively and promptly. This way Jemijo is promoting a safe and friendly environment and highlights their dedication to staff wellbeing, therefore, encouraging staff to stay long term due to feeling listened to and valued.


People professionals at Jemijo could contribute to development by ensuring their current six-week training programme is up to date and relevant to ensure all staff gain the required knowledge and skills needed to carry out their role effectively. They could also implement secondment opportunities, for example, for staff members wanting to progress within the company. Having these additional development opportunities will help towards a more motivated workforce whilst also building knowledge of how other departments within Jemijo work, therefore, resulting in higher staff retention.









Q2. Explain how job analysis can help to create an accurate job description and person specification, for the role of a claims handler, at Jemijo’s call centre (AC 1.2)
A job analysis is an essential step within recruitment; it is the process of gathering information about a role to identify the duties, responsibilities and purpose of a role. This would be carried out by interviewing hiring managers or by observing current claims handlers to have more of understanding of the tasks performed and expectations of them (Waite et al., 2021, p.105).
After collating this information, this then gives the Jemijo talent team the opportunity to accurately discuss and draft what is to be included within the job description and person specification. Without this analysis, previous job descriptions may be outdated and may lead to confusion about daily responsibilities. Specifically, the job description reflects the overall requirements of the role, such as, answering queries and dealing with insurance claims, to ensure candidates fully understand what is involved in their role at Jemijo.
Person specifications are included to identify the specific attributes a candidate needs to succeed in their application. For a claims handler, this may be high level of accuracy or excellent communication skills. By carrying out the job analysis and updating both the essential and desirable criteria for candidates, this then ensures that the recruitment process fairly targets candidates with the right skills and abilities for the role (Waite et al., 2021, p.106).
Ultimately, a detailed job analysis ensures Jemijo are maintaining their positive reputation by hiring talent who are capable of carrying out the responsibilities in this role. This then reduces the risk of new starters leaving and results in a more stable and efficient workforce.
Q3. Jemijo advertise vacancies though their website and on commercial jobs boards. Explain each of these recruitment methods and explain why these methods are appropriate for advertising call centre vacancies. (AC 1.3)
Advertising through Jemijo’s website is a way for the company to target applicants who are already engaged with the brand. This method is appropriate for call centre vacancies as this attracts individuals who have taken their own initiative to explore what job opportunities are available within Jemijo, therefore, more likely to align with Jemijo’s values and expectations. Using the company website also avoids external fees, allowing Jemijo to reinvest funds into staff development.
Job adverts on commercial job boards are usually specialised depending on industry or location and include thousands of additional adverts posted by other companies (Indeed, no date). This method is ideal for Jemijo’s call centre vacancies as it attracts a large volume of applications quickly, which is essential for maintaining a workforce of 2500 people. Using a job board also allows for applications to be managed easily and effectively, for example, AI tools can now filter applicants depending on their necessary skills. This saves significant time for Jemijo’s talent team and ensures the candidates meet the specific requirements of the role. A CIPD report shows that 31% of organisations now use AI within the recruitment and onboarding process (CIPD, 2025). As effective AI may be, it can lack the “human touch” that organisations need to build a strong employer brand during the early stages of the employee journey. Additionally, AI can present screening errors or “algorithmic bias” towards certain groups (CIPD, 2023), therefore, potentially damaging Jemijo’s reputation for inclusivity.

Q4. Explain why the content of the copy used in the job adverts on Jemijo’s website could vary compared to the content of copy on commercial jobs boards. (AC 1.4)
Advertising on Jemijo’s website will allow the People team to focus more on their employer branding, giving them more scope to build an attractive and detailed job advert to attract those candidates who are interested in Jemijo and provide all the relevant information that they need. As this space has no character limits or external competitors, the content of copy can be more personable, including employee testimonials or a detailed breakdown of the benefits of working at Jemijo to give candidates an inside look of the company and its values. Having a well-designed recruitment page provides a better candidate experience, direct engagement from candidates specifically interested in Jemijo and gives Jemijo full control over what they’re advertising (Wave, 2025). However, the use of company websites does require more effort to attract traffic ultimately resulting in a lower number of applications. 
In contrast, the content of copy used on commercial job boards, such as Indeed, must be more competitive to help Jemijo stand out from the crowd. On these platforms, Jemijo’s job adverts will sit alongside many other companies. To be effective, the copy used needs to include key terms, such as “Customer Service” or “Insurance” to ensure Jemijo appears in the correct search results. These adverts need to be engaging and capture the attention of candidates who are scrolling through these job boards, for example, mentioning competitive salary, shift patterns for the 24/7 hotline or Jemijo’s six-week training programme. The use of commercial job boards allows Jemijo to advertise their roles to a much larger audience quicker than through their website, however, the lack of personalisation can have a negative impact on the engagement of candidates due to other competitive job listings Jemijo is sitting alongside (Wave, 2025).
Q5. Explain why structured interviews and assessment centres are appropriate selection methods for call centre roles at Jemijo. (AC 2.1)
To ensure Jemijo recruits the most capable call centre staff, the use of structured interviews and assessment centres is a beneficial way of narrowing down the eligible candidates and accurately predicts how a candidate will perform (CIPD, 2024).
Structured interviews are essential for a large organisation like Jemijo as they ensure consistency and fairness. The use of predetermined questions allows the interview panel to score responses objectively. This is an appropriate selection method as it reduces the risk of unconscious bias and ensures that all employees are recruited against the same interview criteria (CIPD, 2024). This will help Jemijo understand the candidate’s capabilities, through methods like the STARR method, and also, ensures legal compliance under the Equality Act 2010 (GOV.UK, 2013).
The use of assessment centres in high volume companies, such as Jemijo, are a highly effective selection method as this allows the candidate to demonstrate how they would apply their skills in a real-life scenario (CIPD, 2024), in comparison to a structured interview where it assesses their experience and knowledge. As Jemijo has a 24/7 hotline and deals with distressing calls, the ability to assess how a candidate would perform during these events is crucial to ensure Jemijo maintains its level of customer service. 

Q6. Explain what records from the structured interviews and assessment centres at Jemijo should be retained. (AC 2.4)
All documentation carried out throughout the recruitment and selection process, such as application forms, CVs, interview notes, scoring sheets, assessment centre results and decision documentation should be retained for 6-12 months, for unsuccessful candidates. In the event that discrimination claims are raised, these documents are retained to help defend Jemijo with their case (Waite et al., 2021, p.131). 
For successful candidates, these records are transferred to their designated personnel file and kept for the duration of their employment. If the candidate resigns, all records within their personnel file is kept for at least 6 years after their employment (CIPD, 2026).
By following these timeframes, Jemijo is ensuring they are following all legal obligations set by both Data Protection Act 2018 and Employment Rights Act 2025 (CIPD, 2026).
Q7. Using an AI tool of your choice, create templates for a letter of appointment and a letter of non-appointment for the call centre customer service role. Once you have created the templates, critically review each template, and explain which elements you would keep and why, and which elements you would remove or change and why. (AC 2.5)
Letter of appointment
[Jemijo Letterhead]
[Company Address]
[City, Postcode]
[Date]
Private & Confidential
[Employee Name]
[Employee Address]
[City, Postcode]
Dear [Employee Name],
Offer of Employment – Call Centre Customer Service Representative
We are pleased to offer you employment with Jemijo as a Call Centre Customer Service Representative, subject to the terms set out in this letter.
Start Date
Your employment will begin on [Start Date].
Job Role and Responsibilities
In your role, you will be responsible for delivering customer service support, including handling customer enquiries, resolving issues, maintaining accurate records, and meeting agreed performance standards. You may also be required to undertake other reasonable duties consistent with your role.
Place of Work
Your normal place of work will be [Location]. You may be required to work at other locations or remotely, where reasonable.
Hours of Work
Your normal working hours will be [e.g., 40 hours per week], with working patterns and any flexibility requirements discussed with you in advance.
Pay
Your salary will be £[Amount] per annum, paid [monthly/weekly] in arrears.
Probationary Period
Your employment is subject to a probationary period of [e.g., 3 or 6 months], during which your performance and suitability for the role will be reviewed.
Holiday Entitlement
You will be entitled to [e.g., 28 days] paid annual leave per year, inclusive of public holidays, in line with company policy.
Notice Period
During probation, either party may terminate employment with [e.g., one week’s] notice. After successful completion, the notice period will be [e.g., one month].
Policies and Procedures
You are required to comply with all company policies and procedures. Copies will be provided to you.
Right to Work
This offer is conditional upon your right to work in the UK and the satisfactory completion of any required pre-employment checks.
Please confirm your acceptance of this offer by signing and returning this letter by [date].
We look forward to you joining Jemijo.
Yours sincerely,
[Your Name]
[Job Title]
Jemijo

Acceptance of Offer
I accept the offer of employment on the terms outlined above.
Signed: _________________________
Date: ___________________________
After deeper analysis of the Letter of Appointment template created by Chat GPT, some areas of this letter are definitely crucial to include when sending an official Letter of Appointment to the new recruit. According to ACAS guidance, all job offer letters should clearly set out the main terms of employment and any additional conditions whilst maintaining transparent and professional communication (ACAS, 2024). To start, it is essential to include both the employer and employee’s full address, this way Jemijo are ensuring a smooth delivery of this letter by clearly stating who the letter is from and who it is expected to go to whilst also, allowing the signed copy to be returned to Jemijo’s address easily and successfully. 
Secondly, mentioning key employment details such as, job title, start date, place of work, hours and salary are crucial pieces of information to include within an offer letter as these are the key areas that the new employee will look for to ensure that the job offer is in line with the role that was advertised by Jemijo. By including these, Jemijo are ensuring the new member of staff is aware of all arrangements that are due to take place in their new role as a Call Centre Customer Service Representative and prevents any type of misunderstanding or confusion as everything is legally compliant with the Employment Rights Act 2025 (Legislation.gov.uk, 2025). One piece of information I would add to this section would be the length of employment, for example, permanent or fixed term to provide extra clarity on the employment terms and duration.
Furthermore, another area I would keep within an offer letter would be the Right to Work section. In all organisations, it is a legal requirement to carry out selected Right to work and pre-employment checks. This section highlights that this offer is conditional upon the outcome of their Right to Work or any pre-employment checks, such as a DBS check. By including this, Jemijo are clearly stating the conditions attached to this offer and makes the candidate aware that if the Right to Work checks are unsatisfactory, Jemijo will not be progressing with this offer. This protects Jemijo as carrying out these pre-employment checks, they are reassured that the candidate will not bring any disrepute or difficulties to the workplace and prevents any false information (CIPD, 2024).
I would also include mentioning the probationary period. This is a period of time at the start of employment where Jemijo can assess the suitability of a new employee for a role and provides Jemijo with the option to terminate the employee’s contract if they do not hold the required skills (People Management, 2022). I believe this is an important piece of information to include as it is giving the new employee the “heads up” of what is to be expected when they officially start, therefore, maintaining complete transparency and honesty. This period of time also gives the employee a chance to see if this role is suitable for them without the pressure of fully committing to Jemijo.
Finally, ensuring there is an area for the new employee to sign and accept the offer is definitely an area I would include within an appointment letter. By including this, it confirms the agreement that the candidate has thoroughly read Jemijo’s offer and agrees to the terms outlined in the letter. This also protects Jemijo as they have a clear record of the terms that were agreed by the member of staff in the case of any disputes raised towards their contracted agreements. 
Following onto the steps I would choose to remove from the Letter of Appointment. Firstly, I would choose to remove the listed job responsibilities. This section, in my opinion, does not need to be included within the offer letter as the responsibilities of the role have already been mentioned within the job description that the new employee would’ve assessed prior to applying for the role. As per ACAS guidelines for job offer letters, it is not required for this information to be included. Alternatively, rather than listing the job responsibilities, I would include a piece of text requesting the new employee to refer to their job description to view the specified responsibilities included within their role.
Secondly, the inclusion of holiday entitlement and notice periods within the letter of appointment could be removed as this information is more appropriately detailed within the contract of employment. Whilst it is important that the employee is aware of their holiday entitlement and notice periods, including it in both documents can lead to potential inconsistencies if any terms change, for example, if Jemijo amends any policies relating to holidays or notice periods and only updates contracts, the original offer letter is then out dated and not in line with up-to-date policies at Jemoji, this then highlights inconsistency between documents and may lead to confusion or disputes. Instead, the offer letter could briefly reference that all details relating to annual leave and official notice periods are outlined in their contract and provide contact details if they require any additional information, therefore, ensuring clarity whilst keeping the letter concise.
Finally, another area I would remove would be the policies and procedures section as this information is formally introduced during the new employee’s induction process. As part of inductions, all new employees are given sources to familiarise themselves with the company’s brand, values and culture which includes the assessment of any policies and procedures the company holds (CIPD, 2025b). In addition, any policies and procedures are easily accessible in any organisation, for example, via their intranet, allowing employees to access them at any time beyond their induction period. Therefore, as important as this information is, it is not necessary to include it within a letter of appointment.
Letter of non-appointment
 [Jemijo Letterhead]
[Company Address]
[City, Postcode]
[Date]
Private & Confidential
[Candidate Name]
[Candidate Address]
[City, Postcode]
Dear [Candidate Name],
Outcome of Application – Call Centre Customer Service Representative
Thank you for your application for the position of Call Centre Customer Service Representative at Jemijo and for the time you have taken to engage with our recruitment process.
Following careful consideration, we regret to inform you that you have not been selected for this role. The decision was based on an assessment of the requirements of the position and the overall strength of applications received.
We are committed to ensuring our recruitment processes are fair, consistent, and based on merit.
If you would like feedback on your application, please contact us at [contact details], and we will be happy to provide this where possible.
We appreciate your interest in Jemijo and thank you again for your time. We wish you success in your future employment.
Yours sincerely,
[Your Name]
[Job Title]
Jemijo
For a non-appointment letter, it is simple courtesy to let unsuccessful candidates know that Jemijo will not be moving with their application. As this can be quite a sensitive topic, it is important that the language used is clear and polite to prevent any uncertainty for the candidate yet maintains the respectful and professional image of Jemijo (Indeed, 2025).
Firstly, the welcoming sentence thanking the candidate for their time and efforts is definitely a good starting point for these types of letters. As mentioned previously, this can sometimes be quite disheartening for the candidate so making that extra effort to appreciate what they have done reflects massively on Jemijo’s values.
Furthermore, I would definitely consider keeping the statement used to explain that the decision was based on the role requirements and overall application strength. By including this, Jemijo are demonstrating that the selection process is based purely on the roles criteria rather than subjective judgement. Having a clear and descriptive explanation helps Jemijo reduce the risk of any potential discrimination claims and highlights the fairness and consistency in their decision making.
Finally, offering the chance to request feedback is a vital part of the rejection process. It helps candidates identify exactly where they can sharpen their skills, which is a massive help for their future interviews. This is an important step as it demonstrates Jemijo’s effective communication and transparency whilst also assisting with the improvement of the candidate’s future interview skills. According to research from StandOutCV, 30% of candidates say that they never heard back from an employer after requesting feedback after completing an interview (Spencer Clarke Group, 2025) so for Jemijo to include this, shows their commitment to maintaining their positive reputation and also, their dedication to the improvement of the candidate’s career journey.
Alternatively, there are some areas that I would possibly change in this letter. To start with, I would add a section within the letter to encourage the candidate to apply for any further roles at Jemijo they may be interested in and reassure them that despite not being successful this time round, it doesn’t mean they wouldn’t be a perfect fit for a future role or a different team within Jemjo. Following on from this, I’d also include the request for permission to keep their application on file to include it within Jemijo’s talent pool. This way it leaves the candidate with a more positive impression of Jemijo, ensuring that despite being unsuccessful, they still feel valued as a candidate.
Lastly, I would add a section to make the candidate aware of how their application and information is going to retained following their unsuccessful interview/application to ensure the letter is also compliant with the Data Protection Act 2018 (Legislation.gov.uk, 2018). I’d suggest adding a small paragraph stating that Jemijo will securely hold their records for six months before destroying them, ultimately, demonstrating Jemijo’s determination to legal compliance. This way, if a candidate were to ever challenge Jemijo with the fairness of the selection process or bring a discrimination claim, Jemijo has those notes securely filed to prove the decision was purely based on merit.
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