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Introduction

Within this report there are the findings on why employees of the Post Office may be lacking motivation and working inefficiently. The Post Office is evaluating which change agent will be best assigned for the task. The primary goal of a change agent is to suggest the best strategic approach to help organizations overcome existing problems (Malik,2019). HR Manger findings in an interview, whether an external consultant, an independent consulting firm should be hired, or an Internal researcher a permanent employee working for the Post Office will be best suited to identify what changes are needed in the Post Office. Which change agent will act as an influential advocate of the change.
Post Office power of interest Matrix Stakeholder Analysis and theories.
Evaluation of Power and Politics in the organisation alongside Culture orientation how they go hand in hand with handling conflicts, using Thomas- Kilmann Model theory.
Recommending which change agent will bring in the correct solutions for the Post Office to move forward in the changing economic climate.










Interview Findings with HR manager Paula 
Multiple complex problems have plagued the Post Office for several years, with a wave of strikes and revenue down, it has all come to a head and now the Post office is in turmoil, issues such as financial and economic challenges with the high cost of living, lack of overtime due to Post Office (zero contract hour) contracts and working conditions seem to be the critical issues that need solving immediately to bring back staff morale. In a period of crisis, this can only be done through a thorough investigation.
An In-depth consultation with Human Resource manager Paula, a Post Office employee for five years, deciding which consultant would be the best person for the Post Office and the employees and offer the fastest resolution to take.
Discussions in deciding whether an Internal or External consultant should lead the investigation, both have advantages and disadvantages and both will face challenges.
Paula’s advantages of using an Internal personnel member would be as follows:
· They would already have built up a workplace relationship with staff and staff would be comfortable speaking to them.  
· We already have access to staff records and have an obligation to hear everyone's views.
· Information can be accessed and evaluated in a short timeframe.
· Internal employee feedback plays a critical role in creating solutions for an ongoing problem within an organization, stated in a recent study by (Nicole,2020).
The biggest benefit of the internal agent is the wide knowledge they possess of the Post Office.
Disadvantages:
· Working with the top hierarchy to implement the changes, such as abolishing zero contract hours and offering permanent fixed hour contracts to all staff. They could face resistance from senior Leadership.
· Staff would expect them to be successful and see a resolution, if not they would lose trust in them.
· Hearsay might be an issue.
· Assumptions made by employees.
External Consultants would also have their advantages and disadvantages, below are the challenges they may face:
Advantages:
· The consultant will listen to staff based on their experiences of the issues in the Post Office.
· Not personally impacted by any change. 
· Not influenced by company politics.
· Take a non-judgmental opinion.
· Feedback from staff will be documented and presented fairly.
· Fresh insight with a possible long-term solution not a temporary’ fix’.
· Can compare critical issues with other companies experiencing similar difficulties.
· Observe from a distance.

Disadvantages:
· Not cost-effective for the Post Office, it can be expensive to pay an external agency.
· Resources are limited.
· Some staff may be reluctant to talk about issues truthfully.
· Evaluation report could take longer to receive.
Post Office financial resources are limited, Paula suggestions on both change agents were, ‘both will need to be financially sourced regards to time and effort in conducting the report’. Depending on the annual budget and affordability. Suggestion regarding saving resources on this topic if it was solely due cost saving, Paula would employ an internal agent, this option be the most viable as they are already employees of the Post Office and salaried, which is cost effective, an option but not necessarily the best. The alternative is more costly and can vary in fees charged. As with all companies' time is of the essence and money is very limited.
Paula, how do you see resolution to the conflict, she believes that ‘Current ongoing issues would need to be assessed by evaluating feedback from all staff including managerial then to prioritize the most common problems.’ Staff are presently unhappy with zero contract hours and would like to have a permanent minimum of 25 fixed hour contracts which include holiday, bonuses and sick pay clarified in the written contract. Staff feel there is no career progression, and lack of training and development makes them feel undervalued and unappreciated. Reaching an agreement which works for all parties, regular performance management reviews would make employees stay focused and motivated boosting morale instantly.  Mindful relationships between employees and middle management are the missing links for staff productivity, Kengatharon,(2019). Issues with pay would need to include liaising with Human Resources, being the forefront in all ongoing discussions to get a successful outcome.
Further into the discussion with Paula revealed employees have been unhappy for the past four years and have voiced their concerns about work conditions, overtime and more recently the high cost of living with pay not reflecting rising inflation to HR but their voices have not been heard. This has caused them to feel deflated, fed up and efficiency has decreased over time. According to employees the top management does not want to deal with the root causes of these concerns. 
To tackle the problems, Asking Paula if employees would feel comfortable talking to an external consultant, she states, ‘They would be more accommodating and open as they feel a non-judgmental approach needs to be taken, who can talk to them without having a conflict of interest and view problems from impartiality to reach a solution’. Employees believe they need an external consultant to rebuild the Post Office because they may be able to change the flow of a broken system with their years of experienced knowledge. Using an Internal consultant could cause conflicts if the demands are not met. They might take a biased view as an employee.
[bookmark: _Int_mR2kGIW7]Finally, Paula, based on the questions asked, which change agent would you recommend accomplish the task, Internal or External consultant? Her recommendation based on the questions would be hiring in an External consultant. Paula came to her decision as follows: ‘External agents bring vast experience gained from various companies, they are skilled in dealing with a diverse range of problems and they have the resources and infrastructure to lead the investigation’. The worth of an external change agents management abilities, tools, and delivery strategy. Independent consultants respond quickly with answers Baron and Filipkowski, (2019). Further to this, important characteristics include interpersonal communication skills, personal integrity, and business acumen. Once the investigation is over, they can be released without the challenge of having to reintegrate them back into the Post Office, compared to internal agent. 



Paula’s Comparisons table to reach her decision:
	Consulting Process
	Internal Consultant
	External Consultant

	Entry
	Already has access to employees.
Relationships already built.
Understands the problems.
Time efficient
Obligated to work with everyone
	Needs to source employees.

Need to build relationships.
Needs to pinpoint issues.
Time Consuming
Unpredicted staff input

	Contracting






Diagnosing






Intervening



Evaluating
	Informal agreements
Must complete evaluation.
Cost effective.
Information can be open.

Act as third party

Has relationships with many members
Determined by Job rank.
Data openly shared can reduce political intrigue. 


Insist on valid information, people can choose to participate.

Rely on pay rises and promotion as key to success.
Small recognition for time and commitment
	Formal documentation
Can terminate at will.
Costly
Information must remain 
Confidential.
Maintain third part role.

Meeting members for the first time
Neutral 
Confidential data can in
crease political sensitivities.


Insist on valid information, informed choice and internal commitment.

Rely on repeat business. 

Occasionally see long term results




Power of Interest Matrix Stakeholders analysis within the Post Office

         Low -----------------------Interest---------------------------High
Mendelows, Four Quadrant Map, the proposed framework will provide valuable information on relevant stakeholders in the Post Office and their salience when it comes to decision-making regarding all issues (Guolaugsson,et al.,2020).   Power Interest Matrix mapping canvas helps categorize stakeholders based on their level of interests. Mapping the stakeholders of the Post Office into four categories helps to develop an action plan and understand the engagement program better. It guides effort and engagement for each category of stakeholders, so the Consultants  know where the resources and time need to be focused.
             



   
Types of Stakeholders in the Post Office
 

The Post Office is controlled by:
· Public Sector. Part of the economy is controlled by the state.
·  Private Sector. It is controlled by commercial companies.
· Stakeholders. Individuals who hold interest in the organisation.
For the Internal change agent to be successful in the issues raised. Initial consultations engagement will be with the main external stakeholders that hold High Interest/High Power alongside Low Power/High Interest who are:
· Government, they hold the highest interest/power, Overall decision makers oversee all affairs. Ultimately, they have the authority to decide how something happens or is done. 
· Banks, Post Office source of funding.
· Trade Unions, representatives for employees.
· Creditors, Organisations that provide credit of financial value.
· Customers, without them, the organisation cannot survive.
Also, working with the internal stakeholders of the Post Office:
· Directors/Executives
· Management
· Team Leaders
· Employees
· Human Resource Management 

External Stakeholders, the consultants will need to work with:

Government: Under the public sector, the Post Office relies strongly on the government for financial support.  Receiving £1980m for the government’s 60% stake sale of Royal Mail. They hold the highest interest and much of the power of making decisions that affect all outcomes. They set taxes and choose what to spend the public money on. The sector faces challenges from societal changes such as Demographics, the rights movement, and improving the rights of workers. Workers often feel devalued and go on strikes to receive pay rises. Government regulations have the potential to impact the success of the Post Office, they set the rules in relation to the operations. Consultants can consult with the economics department to temporarily lower corporate tax, this impact will mean that staff can have the financial support they need.


Trade Unions play a major part in discussions with employees. They are the collective voice to communicate with management about employee working terms and conditions, pushing for safe, fair, and decent work. Unions face a lot of obstacles in their path. employee rights are frequently violated. The nature and types of occupations are impacted by the technological and economic change (Visser, 2019), which also affects the possibility of organising and representing workers. Consultants working with union representatives can negotiate pay, holidays, and improved health and safety. Ensuring fair working practices and benefits for members should be the Post Office’s shared objective. Consultants can help create an effective union partnership that can resolve future disputes for individuals and clarification for both parties. Building and maintaining the relationship should avoid industrial action and disruption to the organization.

Creditors. Holding an interest in the Post Office assets. These include suppliers and banks they all hold monetary interest.
Suppliers: consultants need to negotiate with suppliers, a substantial proportion of their revenues come from the Post Office. If they alter purchasing practices and raise their costs the impact on the company could be a severe financial worry.
Banks. Consultants need to engage and negotiate with the financial institute to make sure that the interest being paid is the lowest commercial rate they can offer and the repayment length. The impact here will be beneficial, money will be saved to help in other resourceful areas, such as the possibility of increasing employees hourly pay by up to 3%. 
Future Generations / Communities: An indirect stakeholder. Stands to lose the company business if it fails. Future generations will be impacted by what happens now and, in the future, according to Schwab, (2021). Consulting agent would need to ensure sustainability for current and the future workforce. Securing an attractive benefits package with incentives and career progression. The impact here for the Post Office will be employee retention and high-efficiency staff.
Customers and Competitors: Customers demand the goods and services the Post Office provides. They will be concerned about the quality and price rises. Consultants need to liaise with the director and government bodies to come up with a competitive pricing strategy to keep customers satisfied.
Competitors will be looking to gain from the low efficiency currently an issue and could gain a competitive advantage, indicated Mirabeiki et al, (2023) should the crisis prolong. Consultants need to research the competitions prices and the service and draft a comparison. The finding should be presented to the Internal Stakeholders to see how the Post Office can move forward.

            Internal Stakeholders that the Consultants will need to work with

Working with the Executive director of the Post Office, an internal member of the organization’s board of directors, and a senior manager who is actively involved in leading the day-to-day management of the company. responsible for strategic planning and overseeing the organisations daily operations while keeping within a limited budget. Moran and Brightman, (2000) state that ‘Leaders must explain the who, what, where, why, and how of the change in order to connect these behaviours with the organisational transformation’.  Recognise the problem as it is, devise a change strategy, enlist the help of others to build a critical mass, and then monitor and stabilise the results. The consultants will work closely with the directors to identify the problems within the organization. Investigating the operations and how to improve productivity throughout the organizations. They can give an estimated view on the Post Office current demands by employees. As their duties also include supervising managers from various departments, reviewing their performances and offering feedback, obtaining and evaluating feedback is important to get a greater understanding of employees’ vision and values. An essential part of effective communication to building solid relationships and employee retention. 
Internal consultants will have an advantage as they know the stakeholders already and may have communicated previously with delicate issues raised. They perhaps might be able to help organize and improve the Post Office’s performance internally, primarily through analysing the existing problems and developing plans for improvement. External agents will view with a fresh approach but may encounter obstacles. Langley et., al (2019) states, ‘Provide room for change agents to construct mutual support without obstruction’, 
Working down the hierarchy to middle managers, they function as points of contact between top-level management and line managers. These managers can give an insight into how employees can develop their skills, mentoring and coaching them for career progression with an increase in salaries. The solution could be providing a successful training and development program for employees to gain qualifications and important transferable skills to other departments within the organisation.
Team Leaders, their role oversees all logistics of the Post Office. They are onboarding new employees and specific tasks to various team members. Targets are set and need to be achieved by employees. Setting unrealistic targets can be challenging and demoralizing for the employee. These affect morale and efficiency and can lead to failure. The change agent needs to find a balance between the two to improve the productivity of the employees. For consultants to be successful here, the productivity and involvement of their teams can be increased by the leaders Newman and Ford, (2021). Moving forward top management need to ensuring that employees share the dedication of the organization's cultural values. To avoid strikes and conflicts, the basic principles of communicating with employees and stockholders about issues should be followed. Understanding their issues and involving personnel at all levels. To overcome the many barriers, a strong leadership team, a culture of continuous improvement, and a motivated workforce are required. Leaders need to be given extra training and update their skills to forward on to employees for their progression. 

Consultants also need to work with Low Power/High-Interest stakeholders to identify and create a solution.


Employees are the driving force behind the Post Office, there are various roles within the organization, and each has its own set of problems. These stakeholders are potentially a complex group, ranging from leadership to management roles. They are the voices that are unheard and have little power in how the organization is run.
The problems that were identified and backed by Trade Unions: Low Pay, Working conditions, Zero Hour contracts, Holidays. Internal/External Consultants will need to speak to all staff members and collect their own feedback to present their findings to the Executive Directors. Consultants will need to evaluate each issue and prioritise it in order of importance, they need to make sure that employees are working in a safe environment and that all Health and Safety checks are up to date and followed by employees correctly. Employees need reassurance their jobs are safe, and salaries will increase accordingly with rising costs. This group might impact the organisation positively or negatively, as it controls productivity. Internal stakeholders like employees are underrepresented, despite being touted as the ‘most important stakeholder' in a literature by (Nazir and Islam,2020). Employee resistance to organisational culture change may result from a failure to involve employees in the change process, as well as inadequate or ineffective communication. Other repercussions could include financial losses for the Post Office as well as a decline in productivity and performance because of overcoming these barriers. Communication is essential when steering employees through potentially disruptive changes.

Human Resources Management. Human resources are the backbone of any organization. The division recruits, screens and, trains job applicants. Also administering employee benefit programs. HR plays a potentially vital role to play in addressing these challenges and delivering in helping the company deal with a fast-changing business environment. Overseeing employee relations, a place where employees go with their concerns about their position at the Post Office, to address concerns and air grievances. Collecting the data here will help the consultants see what is happening with employees, if any previous concerns were resolved, and to what degree, pending complaints or dormant unresolved affairs. The change agent needs to make sure HR stays on top of compliance and any legal issues. Conjointly working with them to create strategic investments and initiatives to improve and reinforce the organization’s workforce. Developing long-term goals to create a more positive, loyal, and productive workforce that ultimately benefits the Post Office. Proposing a sustainable human resource management (HRM), which is referred to as "the adoption of HRM strategies practices that enable the achievement of financial, social, and ecological goals, with an impact inside and outside of the organisation and over a long-term time horizon" stated by (Stahl, et., al,2020).
Balancing the interests of different stakeholders can be difficult for either consultant. It may be beneficial if the Post Office has an order of priorities to present to them in order of priority that determines how they handle the conflicts and determine strategic goals reducing the likelihood of escalation. Prioritization is also relevant when deciding on allocating resources and budgeting.

         
 








Organisational Power and Politics
Power and politics have been blamed for having an impact on organisations, influencing everything from how decisions are made to how staff members interact with one another. Whether employees influence others favourably or negatively at work determines the impact of power. Politics can be utilised to influence those in positions of authority, thereby determining whether the overall culture of the workplace encourages productivity.
Internal consultants’ Organisational power is the capability of an individual or group within an organisation to shape the actions of other people or groups to accomplish specific goals. For organisations, power is a key resource. In the view of others, a person with power commands prominence, respect, and influence Lam and XU (,2019). Possessing power suggests that a person could easily influence people and complete their tasks more efficiently.

According to Bauer and Erdogan (2012), there are six sources of power that influence decisions making:


Administration may establish a favourable working environment that contributes to employee satisfaction and productivity by using appropriate influence and power strategies.

Consultants Powers and Influence
Internal Consultant holds a legitimate interest in the Legitimate Power, a power that comes from the managers. The manager can assign tasks to his subordinates. They comply with the requests made because they recognise the legitimacy of the viewpoint, regardless of whether they like or agree with the request. The advantage an Internal consultant has is they already know their workforce. May have built a rapport and know about the challenge issues they are facing, they themselves might be being affected by them.
Internal consultants will have to have the correct skills to handle conflicting situations. Effective politics is not about winning but by maintaining relationships while achieving results. Schaffer, (2019) stated ‘Without political awareness and skill, the inevitable prospect of becoming immersed in bureaucratic infighting, politics and destructive power struggles which greatly retard organisational initiative, innovation, morale and performance.’





Formal Powers
Reward Power is the ability to grant a reward, such as wage increases, perks, or an enticing assignment. This power tends to accompany legitimate power and is the highest where the reward is scarce. Anyone can have reward power in the form of appraisals or giving something in exchange for their compliance. As an internal agent they should suggest to leaders to distribute tangible rewards such as: Monetary awards, bonuses, an increase of salary, certificates of achievements, or gifts. Or intangible rewards: Praise, recognition, or more responsibilities to raise their status in the Post Office employees in exchange for their work promotes high efficiency in staff. Using the rewards chain below as a structure:

The issue with this power base is that team leaders have little influence over job promotions or pay raises. The Post office upper hierarchy determines the final decision. 

Demonstrating legitimate power gives the opportunity for executive directors or managers to lead and influence employees in making positive decisions. Assigning legitimate power is a process created through conflicts rather than a physical object according to Clegg, (2019), Rules are always infused with power because they cannot be interpreted. makes sure that within the Post office, the consultant needs the organization hierarchy making the correct decisions when it comes to the overall direction of the company and its employees. Ensuring all problems are dealt with: Pay increase, zero contract hours, and holiday pay. with and solutions are found and actioned making working conditions better for employees of the Post Office including the internal agent who will benefit from this. Utilizing the power can create positive changes and help the work environment flourish with fewer conflicts. This advocates the opportunity to generate a fast and effective process.

Coercive Power gives managers to take something away or punish someone for non-compliance. Coercive power works on fear and forces people to do something they would not choose to do. There are disadvantages to using coercive power in the workplace and most likely the reason behind employees’ lack of job satisfaction, they can feel they are constantly being watched. Leaders here need to develop a democratic leadership should encourage everyone to participate in all processes, share their thoughts, and believe that their voices will be heard. Internal Consultant need to ensure for this to work that the employees are adhering to and have access to company policies or standards to avoid being disciplinary given. Also, that management is following the correct procedures.

Informal Power
· Expert comes from knowledge and skills. 
· Information The ability to obtain precise knowledge confers power.
· Referent Power, personal characteristics of the person such as a degree to which we like, respect, and want to be like them. The ability to attract others.
[bookmark: _Int_fhpGQVTN]Expert Power is based upon employees perception that management or another member of the organisation has a high level of know People with expert power are respected because others defer to them Bell and Martin, (2019) Team leaders will need to uncover their staffs abilities, this will showcase what personal objectives they foresee in the future. Consultants need to establish with the leaders if the skills needed can be applied in different areas of the organisations. Therefore, promoting internally and should solve some of the issues related to progression.
Information Power, this power will be most beneficial to an internal consultant as they are equipped with the right knowledge and information to confidential financial reports, potential staff redundancies and any other issues involving employees. External consults will need to apply for confidential records access. Which can be a longer process and lengthen the evaluation process. This implies that this type of power can positively benefit others, or negatively as a weapon or negotiating tool against them (Buchanan and Badham,2020).
Referent Power. This power might be a significant burden because you do not have to do anything to earn it. It is quite easy to abuse. Someone who is likeable but lacks integrity and honesty may rise to authority to hurt and alienate others while also seeking personal gain.
Relying solely on Reverent power is a poor strategy for longevity and esteem. However, when combined with skilled power, it can be quite successful (Tedla,2022).
Power and politics are frequent in organisations. In most circumstances, each notion is required. This is especially true for Post Office CEOs who are compensated well. Employees who follow the rules witness the Post Office's politics in action, as well as the unequal distribution of monetary resources. Change agents must emphasis this when conducting the report.














Linking Power and Culture Orientation
Cultural Power distances organisational power and prestige in different ways.
Ascription Orientation: Power and Status are ascribed according to gender, age or education. According to Yeoh, (2020) gender disparities remain in Asia and surrounding countries.
Achievement orientation: Power and status are awarded based on what people achieve, such as knowledge and performance. 
Comparison Table of both: Ascription is more in Eastern countries. Achievement Practiced in the UK and the West.


These can cause organisational conflicts within the Post Office.
Organisational culture tends to emerge from differences between individual and group orientational cultures.
People are deemed good in collective culture if they are giving, helpful, dependable, and sensitive to others.
Individual culture, on the other hand, frequently places a larger focus on characteristics such as assertiveness and independence.
Causes of Organisational Conflicts:
Organisational change is brought about by restructuring, mergers with other companies, and changes in working methods. Post office use agency staff to cover shifts due to the flexibility of no perks need to be given and no formal contracts needed. This causes conflict as the hours can be distributed with the permanent employees. To establish relationships with subordinates during a potentially stressful moment, the role calls for tactful communicators with emotional intelligence which internal change agents can use to defuse conflicts.
Cultural differences in attitudes and behaviours (time orientation, communication) regarding task completion. Team building is an excellent technique for management to overcome this to establish and retain a successful team. Internal agents could contribute to successful activities to overcome this barrier.
Team dynamics--members from various cultures may be at odds with one another. trusting each other to deliver. Building an accountability culture guarantees that everyone is held to a high level. Mutual trust and understanding contribute to good group dynamics.
Individual-two people have a major quarrel. Leaders need to intervene at the earliest opportunity before things escalate and could become a group-orientated argument involving a majority of the workforce.









Strategies for Managing Conflicts:
High Assertive
      Low_________________Cooperative_________________________High
                   Thomas -Kilmann Conflict Mode Instrument Model

The Thomas-Kilmann Conflict Mode Instrument is a proven tool for evaluating conflict resolution styles. Competing, collaborating, avoiding, and accommodating are some of the many styles. A competent change agent should be able to identify the phases and types of conflict to employ the most appropriate conflict management method for the specific conflict (Sinskey et al.,2019).
Assertive: Extent to which an individual attempts to satisfy his own concerns.
Cooperative: Extent an individual attempts to satisfy the other individuals concerns.
Avoiding the issue. Can be effective when the issue would be costly. Can sometimes resolve itself. In the long term not a good strategy. The issues regarding employee pay concerns will not go away.
Collaborating. This will be effective for increase of wages and contract issues. Collaborating with Unions and Human Resources for working conditions and pay which are the most worrying for employees, trying to come to a novel solution.
Accommodating. Listening to employees and collecting feedback on what solutions they think is right, this can also be effective in practice for future employees.
Competing. Appropriate when the stakeholders e.g., Government, Directors need to make quick decisions when strike is inevitable. As an internal agent already knows of issues, they can apply their input to come up with fast and effective solutions.
Disputes signal the presence of underlying issues that must be addressed. They are an escalation of conflict in which the relationship breaks down to the point where it cannot be repaired.
Organisational disagreements can be collective, such as a strike, or individual, such as a complaint of bullying, harassment, and discrimination. To avoid these negotiation, bargaining, mediation, conciliation, and arbitration are all methods for resolving disputes.











Effective Recommendations for Changing Cultures in the Post Office:


A positive workplace culture that considers the varied workforce is vital in many ways. Its policies assist employees in reducing stress, resolving problems, and reaching improved levels of overall performance at the Post Office. When hiring new employees from other backgrounds can present some challenges, the benefits of learning from another culture far exceed the difficulties Schroth, (2019) described. Working with people of diverse cultures in the workplace might be difficult for some.
Dealing with cultural differences in the workplace does not have to be tough if they are acknowledged. The workplace will be more pleasant and welcoming.
Overseeing the Post Office necessitates the establishment of a unified culture that views team differences as potential to be exploited for task performance rather than as challenges to be addressed. This will be made easier by two factors:
Leadership and communication are key in fostering a successful shared culture in any organisation. Hyland-wood et al, (2021) argued that strong communication and leadership are critical components of effective management.



Conclusion
In summary, leading and Implementing workplace change involves using a consultant to Lead an investigation and provide solutions to issues within the Post Office. Despite Internal agents having inside knowledge of the Post Office, my recommendation will be to recruit an external Consultant, who will be the ideal candidate to head the consultancy. Explaining the reasoning behind the data available and working alongside stakeholders, studying feedback from employees. 
External Consultants have a diverse background and experience not only in various industries but also in work content. Following this line of reasoning to its logical conclusion, the way to achieve a successful outcome for the Post Office. The external consultant must act more like a facilitator and trainer than an expert as clients develop their own competencies for implementing change and improvement in their organisation. External consultants will bring in new ideas and best practices for the Post Office's ongoing issues by drawing on their broad business perspectives garnered from their considerable experience with diverse clients and sectors Said and Chiang, (2020). The capacity to benchmark and respect staff is a huge advantage. Because of their track record, they are reliable advisors. They generally have a higher level of competence and experience, which internal consultants do not have. mostly because they are entirely focused on their consulting function and have dealt with a wide range of challenges with numerous customers. When it comes to selecting the best candidate, external consulting firms frequently have a greater selection. 
Establishing a communication goal allows the external consultant to better structure messages to post Office stakeholders. They have the expertise to monitor feedback and follow up on conversations while raising awareness of the situation and imparting knowledge Miller and Levine, (2019). Interactions with stakeholders will become more regular over time, with the intention of producing more effective results.
Power and politics are unavoidable in any organisation. If left unchecked, it can have a detrimental impact on the environment, low team morale, and lower production. However, it can also have a positive impact on achieving goals, particularly when managing programmes. To reduce the negative effects, be honest and upfront, and encourage collaborative working.
Cultural orientations will assist managers and consultants in understanding diverse perspectives, informing the interpretation of behaviours, and avoiding misunderstandings (Tran,2021).
Emphasis on all the recommendations from the external consultant to the board of directors of the Post Office should provide a solid strategy for current ongoing issues and should resolute many of the issues. Foundation can be built upon to avoid future disruptions within the workforce. 
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Appendix:
Interview Questions to Paula HR Manager
1. What is your position?
My name is Paula and I held had my position working in Human Resources department and have been with the company for six years.
2. Why do you think the morale and efficiency of the staff has decreased in the Post Office?
Problems are related to numerous factors. Mainly financial and economic challenges faced today by everyone. Raising cost of living, low wages, hours inefficient for today's prices, zero contract hours and minimum holiday pay.
3. Do you think the problems down to pay, lack of overtime, work conditions or something else?
It's all the above issues plus employees feel the management don’t listen to them and keep them in the dark with issues that might affect them negatively. Their voices are not heard, and any feedback is not given when requested.
4. How would you resolve the issues to boost morale and productivity?
I would give employees the option to work a minimum 25 hours on a permanent contract, take away zero hours, include holiday pay up to 28 days depending on contracted hours finally training and development for greater career prospects.
5. Who would be the best person to hire, an internal or external consultant to find a solution?
In my view an external, they will evaluate with no interest of conflict. They know no one in the Post Office and employees will be more forward in talking to them honestly without judgments.
6. What challenges might they both face?
Internal, working with the top hierarchy in obtaining holidays, wages and lifting of Zero contract hours might be difficult. Also, assumptions might be made to manipulate the outcome of the report. Employees might not be as forth coming with truths in fear of their job security.
External, getting the resources from external stakeholders (GOVT) may be difficult and a long process which could exceed the timeframe. Challenges from directors and executives in trying to brush issues under the carpet.
7. Considering the financial and resources are limited, which one is more viable?
Depending on budget and time. Internal is more affordable solely due to save money, but not the best option.
8. How would the change agent evaluation of the ongoing issues be assessed?
Assessed with feedback from floor staff and management. Seeking files on staff retention, any form of training given recently. If any talks have already been held.
9. Would employees feel more comfortable speaking to an external person or feel the problem would be solved more effectively by speaking to someone who is a fellow colleague of the Post Office?
Most likely an external as they feel nothing has been achieved in the last couple of years speaking to Human Resources about their concerns.
10. Based on your answers to the above questions, who would you recommend? Internal or external?
No question, an external consultant would be my recommendation.
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