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[bookmark: _Toc534614522]Executive summary
The Issues identified and analysed in the report are the implication of diversity in strengthening the strategic focus of Aetna, complexities in ‘The Aetna Way’ policy about whether to take direct & indirect payoffs from the existing programs through additional costs or avoid some of them to reduce costs and the maintenance of diversity organisation wise rather than maintaining diversity just in workforce. The analysis of the issues brought that Aetna needs to solve the problems and challenges of these issues to face the complex economic situation effectively. The problems identified in the issues are high costs, shift of focus, shift of resources & time, lack of importance to other functions & strategies, complexities, leak of huge cash to the investments in the diversity programs and lack of importance to the most important stakeholders. To solve these problems three recommendation have been provided. They are facilitating creativity & accountability, initiating honour commitments & employee engagement programs and implementing the LAMP framework. The strategies and methods used to implement the recommendations are cultural gap analysis, work-based accountability, innovation in company culture & customer need assessment, psychological & monetary honours and LAMP framework. The action plan is for one year and the strategies should be implemented by Aetna simultaneously to get better results in the complex economic situation.
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[bookmark: _Toc534614523]Introduction:
The purpose of this report is to identify and describe few people management issues in a complex business environment. Aetna is healthcare insurance firm that is also influenced by the complex business environment. The Board of Directors of Aetna is thinking whether to keep the lengthy and costly diversity policies of the firm “The Aetna Way”. The purpose of this study is to justify the benefits of retaining or improving these diversity policies to the Aetna Corporation. Key issues will be described in the report through analysing their benefits and problems based on the perspectives of management of relationships with employees, suppliers, professionals & other key stakeholders, staffing and employee development.  After evaluating the existing & potential benefits of Aetna’s diversity policy, “The Aetna Way” in the complex economic circumstances, recommendations & action plan would be given to the board of directors through proper justifications. 
















[bookmark: _Toc534614524]Analysis of the issues: 
Aetna uses the diversity policy to beyond compliance for a genuine strategic contribution to its business growth & bottom-line results (Aetnabetterhealth.com, 2018). The firm has employed its resources & maintained a market view through diverse employee population. Through using two drivers, Aetna has facilitated its corporate strategy for diversity. They are growth opportunities in the non-traditional growth markets and understanding the need the customer base it serves. The firm has enforced four different strategies to accomplish these objectives. The firm is maintain workforce diversity and going beyond the traditional diversity policies by maintaining diversity for suppliers, professional networks and customers (Aetna.com, 2018).
Aetna is using a diversity as a key tool to not only manage people but also bring business results and performance (Aetnabetterhealth.com, 2018). Thus, diversity has become the strategy of the firm rather than a people management tool. By maintaining diversity from different angles, Aetna has become able to create a sustainable workforce, loyal suppliers, and a good network of professionals and understand the customer needs properly (Aetna.com, 2018). Number of issues have been identified regarding the diversity maintenance in the Aetna. The first issue is the maintaining diversity enterprise wise rather than just workforce. Numerous benefits are there due to this initiative of the firm. There are some problems too due to the complex economic situation.
1. [bookmark: _Toc534614525]Maintenance of diversity enterprise wise rather than just workforce:
Diversity is maintained at Aetna through appreciating & valuing the individual differences. Making the diversity issue more nuanced, Aetna has gone beyond ethnic, gender & racial diversity (Aetna.com, 2018). The firm has included diversity in the functional experience, background, generational identity etc. However, in general diversity is managed by establishing a heterogeneous workforce to facilitate the equitable work environment and giving every member of a firm equal advantage or disadvantage (Zimmermann and Kritikos, 2015). Therefore, it can be seen that Aetna is not using diversity from the traditional perspective rather than from perspective that is more modern. The management of enterprise wise diversity by Aetna is assessed below.
Workforce: Through its multicultural investments, multilingual capabilities, multicultural customer satisfaction and diversity index gaps etc. best practices, Aetna has been able to create best-diversified workforce compared to its corporate & industry peers (Aetna.com, 2018).
Workplace: The key goal of the diversity program of Aetna is to maintain workplace diversity. The firm maintains this by assessing the work experiences & perceptions of employees of different backgrounds through annual surveys (Aetna.com, 2018). The diversity index is used by Aetna to find diversity differences in among employees from different backgrounds and brings improvements to close the gaps. It has been successful to offer a smooth workplace for the heterosexual employees, employees with & without disabilities and gay/lesbian employees who work at home or in the office. 
Suppliers: Aetna invites minority & women-owned businesses to do business with the company under its supplier’s diversity program. The firms several advantages through tapping into different experience, backgrounds & perspectives. The firm has access to high-quality goods & services understand & serve the communities of their employees more effectively than the competitors by gaining valuable insights of those multicultural markets (Gilmore, 2009).
Community and Professional Alliances: Aetna are involved with the heat are professionals, non-profit agencies, local community leaders and chambers of commerce extensively. There are number of benefits of this involvement (Aetnabetterhealth.com, 2018). The firm gains deep understanding of the health care needs of those communities, works with those groups to work for the identified needs, develop strategies jointly, gain insight of a specific communities by creating a council of business and gaining access to the culturally cooperative care by working work with health care providers etc. (Gilmore, 2009). Aetna had successful to vain understanding of diversified communities by working with partnership under its diversity programs. 
This thinking and strategy is creating both benefits and problems for the Aetna. These problems and benefits are described in the following.
[bookmark: _Toc534614526]1.1. Benefits:
Maximisation of productivity: Through following the pragmatic strategy of diversity, Aetna has been able to focus on maximizing productivity. The firm has been able to use different Employee Resource Groups (ERGs) for different works to increase productivity at the workplace (Aetnabetterhealth.com, 2018). The firm has used its African American ERG for contributing ideas for greater penetration of urban markets. It has used its Telework, Caregivers & Aetnabilities ERGs to grab numerous external business opportunities for Aetna by creating a smooth work environment (Dundon and Wilkinson, 2012). Thus, these indicatives and ERGs are improving the advertising, customer base, product design & distribution of Aetna. The use of different working for different opportunities has helped Aetna to maximise productivity and maintain diversity simultaneously.
Facilitating creativity: As Aetna maintains diversity from diverse stakeholders such as employees, suppliers, networks and customers; this helped the firm to facilitate creativity throughout its work environment. Using diverse talents and attracting resources from diverse areas, Aetna has facilitated this creativity (Dundon and Wilkinson, 2012). For example, the firm is using its Hispanic & Asian ERGs for providing translation support who translate the documents to bring the same overall English meaning of the message (Aetnabetterhealth.com, 2018). Thus, by developing high-quality translations of the English text into similar-meaning texts in other languages, these ERGs have able to convey the terms and messages of Aetna to suppliers, employees and customer effectively. This has helped the firm to understand needs, requirements and communicate effectively within and outside the firm (Dundon and Wilkinson, 2012). Thus, the creativity and diverse thinking have been increased throughout the firm.
Increased commitment of the workforce: The mission & values statement of Aetna appreciates the effort of its diverse workforce greatly by recognising & rewarding them for achieving business results (Aetna.com, 2018). The following metrics are used to maintain the commitment.
From the figure 1, it can be said that Aetna uses diversity index gaps to identify the differences among the employees on demographic factors (Aetna.com, 2018). Based on the gaps, the firms takes initiatives such as work rotation, good culture, equitable treatment and allocation of job tasks based on the gaps etc. These initiatives brought commitment of its workforce as the staffs and other workforce get what they want and are treated based on the gaps (The Health Section, 2018). These initiatives of the Aetna has brought few tremendous results such as increased productivity & engagement throughout the enterprise. The same strategy in HR recruiting & selection metrics has facilitated the same benefit for the Aetna.
Able to meet the needs of diverse consumer groups: Aetna has been able to understand the diverse of customers through its diversity. For example, the firm is using Gen Y ERG is helping Aetna to improve the recruitment & retention strategy (Aetna.com, 2018). Through this initiative, the firm has resonated the employee segment. The initiative has helped the firm to improve the marketing efforts to the younger population. As this is the prominent and rising target market of the Aetna, the firm has been able to understand and offer services & products according to the customer needs by using its diverse HR (Zimmermann and Kritikos, 2015).
Potential benefits: 
The benefits discussed until now are the benefits Aetna is enjoying or has enjoyed due to its diversity program. However, the complex economic situation demands what benefits Aetna can get in the future from the diversity programs. Not all the programs of enterprise wise Diversity initiatives will give rip benefits for Aetna in the future. The positive brand value Aetna is achieving from maintaining diversity for the workforce and understanding the needs of diversified customer groups will have potential benefits for Aetna (Aetna Settlement Moves Forward, 2013). For example, in this complex economic situation Aetna will have to fight hard with the competitor firms to get the additional sales from the market. The strong brand value, depth understanding of the health care needs of the customers and low turnover rate from the employees will give the firm a huge boost to face the hurdles, keep the costs lower and maintain a stable profits & sales rate (Zimmermann and Kritikos, 2015). 
[bookmark: _Toc534614527]1.2 Problems: 
Although Aetna is getting many benefits from its nuanced diversity, the firm is also facing few problems due to this advanced strategy and the strategies are influencing the firm negatively in the complex economic situation. They are described below. 
High costs: Aetna is investing and incurring costs in multicultural diversity, multilingual capability, AARP, supplier diversity, multicultural customer requirements and many metrics to facilitate its diversity (Khan and Khan, 2011). The firm is incurring huge from these diverse metrics. Although they are providing benefits, these metrics are reducing the cash flow, long-term investments and cutting the time & resources of the firm that could be transferred to other situations to face the complex economic situations (Aetna Settlement Moves Forward, 2013).
Lack of importance to the most important groups: Although the workforce diversity promotes equal opportunity and advantages for everyone, the other three diversity (supplier, customer & network of professionals) do not need the same policy. Customers, suppliers and professionals may need extra advantage and benefits on their needs, conditions and demographic factors (Pickford, 2003). Aetna is ignoring the fact under its diversity issues. Thus, the firm is losing few customers, failing maintain good relation with all suppliers & professionals at the same level. Thus, the firm is failing to maintain the grip at the time of complex economic situation where importance to various groups are needed.
Ignoring other strategies and functions: By focusing too, much on the diversity policies through time, resources & investment Aetna is ignoring few core functions & strategies of the firm (Redman and Wilkinson, 2016). For example, workforce development and culture can be more important in few cases than the workplace diversity. Aetna could have got more benefits by doing it. Apart from this, Aetna is also ignoring the contribution of other people management factors and functions as the investment and resources are shifted towards the diversified policies (Aetna.com, 2018).
2. [bookmark: _Toc534614528]Implication of diversity in strengthening the strategic focus:
Aetna has been able to strengthen its strategic focus by keeping its strategic focus correct. Diversity policy has helped the firm to deliver best-in- class customer experience through diversity implication. The firm has been using diversity policy as a tool to establish business relationship with suppliers, organizations & local communities. The diversity policy is supporting Aetna to maintain community-based marketing & sales. Thus, diversity is helping Aetna to provide customers with the best delivery & service experience and build a positive relationship with the local & enterprise level communities (Aetna.com, 2018). As the strategic focus of the Aetna is to increase the market share, understanding the diversified customer needs, offering fast & quick delivery of products to the customers will increase its growth of the sales and market share (Khan and Khan, 2011). The key goal of both strategic focus and diversity is to facilitate the customer engagement and enlarge market share of the Aetna. Thus, diversity plays a key role strengthening the strategic focus of the firm. The cost-benefit analysis of the ‘The Aetna Way’ is done below.
[bookmark: _Toc534614529]2.1. Benefits:
Excellent performance by the employee: The values of ‘The Aetna Way’ under the diversity strategy of Aetna help the employees to deliver excellent through a set of core values. By putting people (customers, suppliers and employees) at the core of everything of Aetna, the firm facilitates the excellent performance (Pickford, 2003). By making the ways of achieving the results more transparent, effective and honest, Aetna brings the superior performance of the employees. Diversity policy of Aetna facilitates the employees to maintain the strategic focus of the firm through following four key values (Aetna.com, 2018). They are accountability, integrity, excellence & accountability, employee engagement and quality service & value. Under the diversity policy of Aetna, these values guide employees to remain customer-centric nature while serving customers (Redman and Wilkinson, 2016). These values bring superior performance from the employees through following ways:
a. Integrity guides employees to do the right thing with honor, ethically & strong commitment for the right reason. These guidance creates positive impression to the customers, makes employees efficient and influence them to stay true to their performance (Pickford, 2003).
b. Employee engagement lead suppliers, networks & employees to gain confidence, success & value diversity in the company. Thus, all the parties work towards same goals in a same way (Khan and Khan, 2011). For example, while selling the health care insurance, all the mentioned stakeholders of Aetna are leaded in a same way that make their work balanced, motivate them in a same way and make the communication efficient. 
c. Excellence & accountability guide employees to anticipate the future by creativity & innovation, make a fair profit by looking, listening & learning.
d. Quality service & value brings superior performance from the employees through making their work easy, building trust, eliminating hassles and valued relationships with all constituents (Aetna.com, 2018).
Maintaining the strategic focus through “ICE” Strategy: The diversity strategy Aetna facilitates the attainment of strategic focus through marrying the values & business strategy. ICE strategy plays a key role here through three components and they are integration, communication & education (Aetnabetterhealth.com, 2018).  Integration helps Aetna to work all the diversity components (procurement, marketing, sales, HR, investments & procurement etc.) across the enterprise to facilitate the successful implementation of short- and long-term business-planning process. Where Aetna has been able to attract customers of health insurance, provide clear message and disseminate effective information to all through communication (Aetna.com, 2018). Aetna has used education for its diversity strategy to manifest its business strategy by creating development tools and enhancing individual & organisational competencies (Stockdale, 2010). Thus, ICE strategy has made the diversity policy to extend well beyond and gain strategic advantage.
Potential benefits: 
The implication of the diversity not has only present benefits but also has potential benefits. From the perspectives of People Management, diversity programs of Aetna will facilitate the promotion of company culture to the future workforce. With the invention of new technologies and inclusion of new healthcare companies in the global market, finding the best talent pool and making good use of them have become difficult (Thomas, 2007). The Ice strategy and other matrices of the ‘The Aetna Way’ initiative will let Aetna to make this hassle easier. Aetna has created an image that it integrates all the components of firm to offer equal opportunities to everyone, communicate clearly to the stakeholders and educate diversity to the stakeholders effectively (Walsh, 2005). This image will give Aetna chance to overcome many hurdles of the complex economic situation through maintaining low cost, gaining high brand visibility and maintaining good customer satisfaction. 
2.2 [bookmark: _Toc534614530]Problems:
High incremental costs: Due to pursuing this broad and diversity strategy, Aetna will need a lots of incremental costs. In this complex economic situation, these costs will create problem in getting the benefits from the diversity policy (Thomas, 2007). Due to the current diversity policy the firm will need investments in marketing, people resources, training and education and funding of travel budget to get diversified recruitment across demographics and universities (Aetna Settlement Moves Forward, 2013). Apart from this, the firm is spending on the diversity for suppliers, professional networks and diversified customer needs. These require Aetna to incur high costs, expend extra time, people and resources.
Complexity: The implementation of ICE strategy is complex. In the integration, communication and educations stage, Aetna needs to do, plan, implement and evaluate many things that may go wrong. Identifying all the dimensions of the diversity, making all the components work together for the attainment of business goals, managing diverse information across various channels and using diversity tools to enhance competencies of business strategy etc. are very lengthy, complex and time consuming process. Although they have benefits, they will shift company’s focus and resources and will not help in the complex economic situation (Aetna Settlement Moves Forward, 2013).
Apart from these problems, the Aetna is facing challenges of losing focus in its corporate strategy due to the high focus on the diversity policy. Although ‘The Aetna Way’ enhances strategic focus of the firm, it shift the focus also by posing more responsibilities among employees, cutting priorities of the most important stakeholders and shifting people, time & resources to too many things. The combination of these problems of Diversity policy possess challenges to the strategic focus of Aetna.
3. [bookmark: _Toc534614531]Complexity in the diversity policy regarding whether take benefits from the direct & indirect payoffs or avoid some of them to reduce costs 
The key issue regarding ‘The Aetna Way’ policy in its diversity program is that whether the firm will rip more benefits from the existing policies with additional costs or reduce costs by removing few strategies or policies under the diversity programs. Although it is usual to rip more benefits from the existing multicultural diversity, multilingual & supplier’s strategy etc. metrics, the firm is now in a hard situation to reduce costs due to the complex economic situation. To maintain the cash flow, make financial statements strong and make sure good customers base, Aetna is now in a situation to make sure these elements are in healthy position rather than effectiveness of diversity policy (Aetna Settlement Moves Forward, 2013). Thus, it has become usual for the firm to focus on those issues rather implementing all the strategies of its diversity programs. So, it has become an important to decide whether the benefits or the costs are greater. A cost benefit analysis of the Aetna’s diversity policy can give a clear picture of this issue. 
To portray this understanding at first the direct and indirect benefits Aetna gets from its diversity policies will be analysed. After that the costs of the policies will be assessed. The analysis will bring whether the firm is getting more benefits rather than costs. The analysis will also portray whether it will be viable for the firm to enjoy the benefits in this complex economic situation. The costs benefit analysis is given below. 
[bookmark: _Toc534614532]3.1. Benefits from the current diversity program:
Aetna is getting many direct and indirect benefits from its diversity program. Increasing market share, value, net income and turnover signal this. Increment of market value from $3.3 billion to $29 billion (from 2001 to 2008), net income from $291.5 million to $1.8 billion (2001 to 2007) are great evidence of the benefits (Aetna.com, 2018). The CEO of Aetna believes that diversity has magnificent contributions to these benefits along with the focused business strategy (Aetnabetterhealth.com, 2018). The aspects of diversity strategy has paid off to Aetna from different angles such as supplier, customer, employees and professional networks. Abundance of awards under the company name portrays the appreciation and broad range of recognition Aetna has received due to its diversity policies. 
Being among the top ten companies for Executive Women, receiving the award for top 40 Companies for Diversity, being the Best Diversity Company, getting the Corporation of the Year Legacy Award, being the Top employer for leadership & accomplishment in hiring and promoting people with disabilities, winning the award of National Diversity Bridge Award are few examples of the recognition and good will Aetna has received for its diversity policies (Aetnabetterhealth.com, 2018). The firm has received more awards and recognition in the best company, culture, environmental and diversity categories. Although diversity is not only the reason of getting these recognition, it is one of the key factor for getting these awards and recognition (Bagraim, Jaga and Meyer, 2010). 
So, what are the benefits of these awards and recognition Aetna is getting. From the discussion, it can be seen that there have no financial benefits from those awards and recognition directly. Here, Aetna is different from other companies. The firm is ripping huge indirect benefits from these achievements. Although they cannot be seen, they are one of the most influential factors for the success and growth of Aetna. The indirect benefits Aetna is getting are:
1. The awards and recognition are creating positive image and strengthening the current brand value of Aetna. As Aetna is healthcare insurance company, brand value has a considerable impact on its sales. People tend to buy Healthcare insurance from the firms they trust and are confident that the firm is worthy to be its customers (Eitel and Wasserman, 2007). So, when customers see the name of Aetna in the magazines or newspapers as the best company or one of the top companies for diversity, women empowerment or good culture, they buy insurance from Aetna, talk with others about the achievements of Aetna & do word of mouth promotion for the firm indirectly (Eliot and Ashton, 2018).

1. The awards, recognition and good outcomes of the diversity policies are creating a sustainable and excellent working environment in the Aetna (Kahn, 2013). Thus, a great number of talents pools, experienced or inexperienced are attracting towards the firm due to these reasons. They are performing very well too. This is not limited to the employees only. The professionals, doctors and people from the network of Healthcare products and services are also appreciating Aetna and showing interest to work with the firm too (Goh, 2018).
1. Thus, enterprise wised diversity of Aetna is helping the firm to create positive image and good relationships with the stakeholders of its industry (Ozgen, Nijkamp and Poot, 2015). 

1. From the case, it can be said that Aetna has not been affected by the complex economic situation that much. This is due to the strong diversity policy of the firm too (Zimmermann and Kritikos, 2015). This can be justified by the case too. In the case it has been mentioned that the CEO has told that Aetna has enough cash flow, capital and financial strengths that have not been affected although the stock price has gone down (Aetna Settlement Moves Forward, 2013). This information signal that Diversity policy has helped Aetna to the level where the firm has not gone to the bad situation in spite of this complex financial situation. 

Potential benefits 
In the previous section, the benefits Aetna is getting from The Aetna Way initiative have been discussed.  Some of this benefits will also remain in the future and these benefits are the potential benefits (Özbilgin and Tatli, 2008). For example, Aetna is continuously looking for new customer group, communities and entering those communicates through partnering with the professionals of those communities & hiring employees from those communities (Tatli, 2010). This initiative of Aetna under the diversity program will rip benefits in the future too. In this hard economic situation, Aetna will find more communities to explore, understand healthcare needs, make partnership and recruit employees & this will help the firm to expand its marker, increase market share, profits and cash flow (Tatli, 2010). Thus, most of the initiatives of the diversity programs such as community and workplace diversity are needed to face the current and future hard situations of the market. 
3.2 [bookmark: _Toc534614533]Costs from the current diversity programs  
Aetna is incurring a significant costs due to its diversity programs. From diversity metrics to the cultural diversity everything under the diversity programs are returning value in exchange of some costs. The cost analysis is given below from different perspectives and fields. 
1. The diversity programs have injected in every fields of the Aetna. Thus, the firm has to incur huge amounts of money due to investments in training and education of the employees, management of people & resources and marketing & advertising of the diversity programs of the firm (Redman and Wilkinson, 2016). Aetna is allocating a huge portion of its people management budget to the diversity programs and most of the budgets are going in these areas (Aetnabetterhealth.com, 2018)

1. Apart from the investments in the mentioned areas, Aetna incurs costs in other areas too. The firm has to fund few targeted programs to maintain diversity throughout the organisation (Aetnabetterhealth.com, 2018). The funds are incurred in different efforts & initiatives. For example, the firm has to incur costs in travel budget to allow the HR recruiters in visiting the Hispanic serving institutions, historically black colleges & universities and gay & lesbian chambers of commerce (Aetna.com, 2018). These are done to fulfill the values and target of the ‘The Aetna Way’ program. Employees are recruited and trained based on the diversity values and requirements, suppliers are treated based on the requirements of the programs and professionals are communicated based on the direction given by the diversity program. 

1. Aetna knows that it has some limitations in managing its professional network. For example, some members of Aetna’s corporate peer group spend more in their diversity efforts & initiatives than Aetna (Aetnabetterhealth.com, 2018). To overcome this problem, Aetna has to leverage its spending by ensuring maximum potential return for the firm. Thus, Aetna tries to leverage its Return on Investment from talent acquisition, revenue growth, recognition/awards, percentage growth in members etc. to leverage the benefits the firm has to in cure few costs too that goes under the costs of implementing the diversity program (Aetna.com, 2018).

So the costs benefit analysis brings that Aetna to incur huge costs to rip benefits from its diversity programs. Although the benefits are great enough compared to the costs, the complex economic situation makes it difficult for Aetna to incur all the costs. Thus, the analysis signal that the firm needs to rip benefits through sustainable ways to reduce the additional cost and get the same benefits like before (Gilmore, 2009). The ways in which this can be possible will be discussed in the recommendation. However, from the analysis it can be seen that Aetna is expending a huge amount of its cash flow in the investment in recruiting, training and culture. The costs incurred in these areas do not provide enough benefit that justify the costs (Dundon and Wilkinson, 2012).
From the analysis of the three issues, it has been found that Aetna is going towards right direction in its diversity programs. The complex situation of the economy is influencing the firm to bring change in the plan and it should be done to beat the competition. Three key people management issues of Aetna have been analysed throughout the report. They are maintenance of diversity enterprise wise by the Aetna rather than just workforce, implication of diversity in strengthening the strategic focus and complexity in the diversity policy of Aetna about whether it should take benefits from the direct & indirect payoffs or avoid few benefits for reducing cost. The analysis of these issues brought that the firm is getting huge direct & indirect benefits and will get huge potential benefits from these issues. However, the debate arises when it comes about the problems. There are lots of problems too in these issues and it will get tough for the firm to overcome them when it will be more influenced by the complex economic situation.
To face this situation, get more benefits from the existing policies and make the existing polices more efficient, Aetna needs to solve the problems and challenges of these issues. How the firm will solve these problems will be discussed in the recommendations. Before going to the next part, it can be said that Aetna is focusing too much in small factors and metrics of diversity. It needs to look to the diversity programs from the outsider’s perspectives & in larger scale. Then, Aetna needs strong connection between the value creations of every diversity metrics and the costs incurred on them.











[bookmark: _Toc534614534]Recommendations
Proposals and justification /benefits of each one (with alternatives) 
A. Recommendation for minimising challenges and problems in the enterprise wise diversity 
Aetna is avoiding other strategies & functions, incurring high cost and failing to give more importance to other parties’ due to the enterprise wise diversity. Aetna should initiate the following recommendations to overcome these problems of its diversity policy. The proposals for the Aetna are explained below along with benefits & alternatives.
1. Creativity and innovation: Innovation in services, company culture and product will bring excellence & increase accountability value within the Aetna. In the complex economic situation, innovation in organisational culture and strategies will help Aetna to improve productions, employee relation and communication with the customers. The investment and costs in the customer requirements, multicultural diversity, supplier’s diversity, multilingual capability and AARP etc. metrics should be reduced through innovation. This would facilitate the organisation wide diversity and help to incur less from these diverse metrics. Alternative of this proposal can be the purchase of previous documents to understand customers from different cultures, temporal hiring of employees to maintain diversity and use of extranet to maintain suppliers diversity.
Benefits: The cost effective technologies (such as social & digital media) for understanding customer requirements & multicultural diversity will reduce the cost, time & resources required for maintaining metrics of diversity and face the problems related to the complex economic situations. Innovations will bring effectiveness & efficiency in the achievement of implication diversity. If Aetna brings creativity through using the alternative solution, it can give more importance to the most important suppliers through extranet, reduce costs by hiring few temporary employees to manage the diversity metrics and give importance to other functions & strategies by saving proper time & resources from diversity policies.

2. Running diversity training programs and holding people accountable: Through trainings such as engagement programs or integrating weeklong sessions regarding diversity maintenance with other initiatives, opportunities can be created for employees to mentor one another and collaborate with each other in creating a bridge among them. This will help Aetna to giver sufficient importance to other people management policies apart from its ‘The Aetna Way’ policy. Apart from the training, Aetna should also take disciplinary action due to the failure to follow its diversity policy. Aetna should create opportunities for the victims through a system to report diversity abuses. Apart from this, the firm should develop a diversity protocol to address. Aetna should include a protocol under its Diversity Index Gaps Metric to let the victim parties speaking before giving a written warning. The protocol should be made for other people management strategies so that inappropriate behaviors in all the HR related cases can be solved along with diversity through suspension or other disciplinary action. Thus, Aetna can take actions against the inappropriate actions in diversity, workforce performance and company culture. 
Benefits: These two initiatives will let Aetna to give importance to the most importance groups through giving them training & taking actions against their misdeeds. It will integrate diversity policy of Aetna with other HR issues and strategies also. Thus, all the functions, strategies & groups will get importance according to their worth.
B. Recommendation for reducing the problems in the implication of diversity for strategic focus 
Aetna is facing the high cost, complexity and shift of focus etc. problems while implicating diversity in strengthening its strategic focus. To overcome these problems, Aetna could take the following proposals to accomplish its implication diversity. The proposals are recommended for the Aetna along with their benefits and alternatives. 
1. Honour commitments: Aetna already have integrity core values within company culture that guide and maintain performance of the employees, suppliers and other stakeholders. Therefore, Aetna should honour its commitment to professionals, suppliers, customers and employees for achieving the implication diversity. To honour commitment it can give much financial, nonfinancial and psychological honour to these stakeholders. As financial benefits, the firm can offer Aetna health care insurance to the families of these stakeholders. This save the cash flow of the firm and honour the stakeholders. As non-financial honours, the firm should offer recognition (awards and appreciation) to the professionals, employees and suppliers. Finally, Aetna can give these stakeholders psychological honour by offering a meeting or session and explaining how much they matter to Aetna.
 
Benefits: These alternatives to the honour co commitment will make the stakeholders think that they are honoured and valued by the Aetna and encourage them to maintain strategic focus for the Aetna by cutting costs and reducing complexities. The benefits Aetna will get from the honour commitment are honest people in business dealing. The honesty will create more good reputations and more raise its brand status, increase its customer base and market share through good reputations. The demand of the insurance products and services of Aetna will rise, as good reputation will uphold employees & suppliers to deal with greater effectiveness & efficiency in their operations & productions (Bamberger et al, 2014).

2. Employee engagement: In the time of complex economic situation, it is mandatory for a firm to keep its employees engaged and loyal to the firm as employees facilitates, helps & determines organisational growth. Thus, Aetna should bring employee involvement programs to its core value of diversity and inject it in the diversity program of the firm. Apart from employee engagement program, there is another alternative. The management of Aetna should also involve the employees in the decision making in sales, customer services, operations, crucial times and leadership. Employees from diversified backgrounds should be included in the decision making process. Combination of thee two alternatives in the diversity program can also be used for different situations and aspects of the firm. For example, employee engagement program can be used in sales department to engage more in the effectiveness and involvement in selling the insurance polices. On the other hand, involvement in decisions making can be made throughout the diversity program of the firm such as human resources, finance and other departments. 

Benefits: The employee engagement & involvement will make the employees from diversified backgrounds feel valued and lead them value diversity in the organisation. These initiatives will take Aetna to another level in achieving the implication diversity. As being valued is mandatory for keeping strategic focus, these initiatives will enhance this feeling of the employees throughout the organisation. Employees will be focused to make the operations and functions less complex and this will cut the extra costs automatically. The combination of these results will increase the strategic focus of the Aetna. 

C. Recommendation for reducing the costs and leveraging the benefits of the cost-benefit analysis 
From the cost benefit analysis, it has been found that Aetna is loosing huge cash flow due to high investment in the training, networking & development in employee recruitment, suppliers and professionals. The proposal to reduce the costs and rip more benefits from the investment will be to reduce dependence on the metrics only. To leverage investment and bring more effect from the diversity initiatives, Aetna should create a true strategic difference within the firm. Aetna should improve decisions about its talents & the organisation of diversity throughout organisation. It should embed the diversity metrics within the broader framework of the firm. This would decrease the costs of firms through bringing organisational change and enhancing decisions. To make the firm should use Lamp framework. The framework has been given in the appendix. The implication of the framework to reduce the costs of Aetna is given below. 
The proposal of “LAMP” Framework and its benefits
Through using logic, analytics, measures & process of LAMP framework in the diversity program, Aetna can bring more efficiency and the ways & benefits of these elements are described below. 
Logic: Aetna should find logic behind every investment in the diversity program and invest only when there is enough logic in investment in any field and areas. For example, the investment in the employee health & wellness is very much logical. From the graph given in the appendix, it can be said that investments in employee lifestyle health, assistance and other issues will help the employees of Aetna to get healthier behaviour, greater mental & psychological health that will result in low turnover costs, low absents and high performance from them. These are exact necessities to reduce the cost of the diversity programs. Therefore, there have logic behind this investment. 
Analytics: Under this element, Aetna should draw the right conclusions from diversity information by transforming the logic into meaningful insights. The firm should use statistics & researches of the diversity in recruitment, employee engagement, supplier management and professional networks. By identifying the real cause-and-effect of every diversity Initiatives, Aetna should cut the unnecessary initiative and thus save the costs and investment. 
Measures:  Aetna should find out “value-creation” logic of every diversity measures, apart from the consistency, timeliness, completeness & reliability results. Through doing this the firm can know whether to pursue a particular measure of diversity beyond its optimum levels. This will cut the extra time, cost and resources spent on those measures. 
Process: Aetna should develop a larger change management system that will encourage knowledge transfer, learning & education. Aetna should justify various measures it uses for assessing the business outcomes in a broader “value creation” framework. These assessments will help Aetna to bring logical connections between diversity initiatives & different organizational outcomes. The outcomes can be profits, learning, trust or performance. When the connection cannot be found, the firm should eliminate those initiatives. Ensuring optimal investments in workforce & marketplace diversity should be the key goal here to ensure the right pay offs of the investments.
The elements of the LAMP framework should be used in a coordinated way to bring the actual outcome such as optimal performance, right investment and the reduction of costs in the diversity initiatives. 
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After analysing the issues of the ‘The Aetna Way’ under the diversity program of the Aetna and recommending ranges of strategies to over the overcome the problems of those issues, it has been found that Aetna is not facing issues due to its inabilities rather it is facing issues due to its lack of proactive behaviour. Thus, Aetna can bring efficiency, cut costs and rip the benefits of its existing strategies of diversity program through the following action plan. The action plan is for one year. Three recommendations will be implemented in the action plan based on the strategies from the analysis in the earlier part. 
Actions and implementation plan 
	Objectives
	Strategies
	Resources
	Actions
	Timeline

	Facilitating creativity and initiating accountability & training program.
	Identifying diversity in customers’ needs through service innovation, encouraging creativity in company culture and offering creative training, initiating accountability in the diversity program (Redman and Wilkinson, 2016)
	Trainers experienced in managing diversity, new temporary employees, technology for creative visualisation, software for managing accountability (Dundon and Wilkinson, 2012)
	Needs of diverse customer groups will be collected at a cost effective way such as social media and Google analytics.
Creativity will be encouraged within measures of diversity programs. For example, creativity of candidates will be judged during selection and employee’s engagement will be done through creative programs such as game shows.
A software will be made to check accountability by giving employees responsibilities under the diversity program and match the performance with the standards. 
	1st Jan 2019 to 31st Dec 2019



Review time: 30th June 2019

	Initiating honour commitments and increase employee engagement
	Offering Aetna health care insurance to the stakeholders, offering awards and appreciation to the professionals, employees and suppliers as non-financial honours and telling the stakeholders how much they matter to Aetna through arranging occasion (Dundon and Wilkinson, 2012).
	Awards, judges for identifying people for recognition, auditorium,  fixed amount money as financial benefits, previous data of all the stakeholders (Ozgen, Nijkamp and Poot, 2015)
	It will made mandatory for the employees, professionals and suppliers to take health care services & products of the Aetna that will be given at a very low price.
A grand program will be arranged to appropriate the efforts of all the stakeholders of Aetna. Awards and recognition will be given in that program. Few open declaration will be done for the employees, suppliers and professionals who have made outstanding contributions in the diversity program of Aetna
	1st Jan 2019 to 31st Dec 2019



Review time: 30th June 2019

	Implementing the LAMP framework
	Identifying logic, doing analytics of previous data, finding out value creation of logic of every diversity measures and finding the contribution of diversity initiatives for the greater outcome of Aetna (Cañas and Sondak, 2014).
	Experts of data analytics, data analytics software, artificial intelligence technology, experts in LAMP framework and books & other resources on LAMP framework (Eliot and Ashton, 2018)
	Data analytics software will installed and few experts on LAMP framework will be recruited.
Using the recruited experts, software and management of the diversity program, logic will be found out of every measures of the diversity program.
Data sets and analytics of diversity will be prepared based on the LAMP resources 
After that how the diversity measures contribute for the larger value creation and outcomes of Aetna will be found out through details analysis and tests. 
	1st Jan 2019 to 31st Dec 2019



Review time: 30th June 2019 


[bookmark: _Toc533883848]Table 1: Actions and Implementation Plan
After initiating action plan, a review will be made after the six months of the program to find out any weaknesses of the action plan. Based on the review few new strategies can be included and few can be excluded based on the achievement of the goals. A link will be created with the diversity program regularly to make it as much cost effective and efficient as possible based on the complex economic situation and brand value of Aetna. 
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Figure 1: Diversity Metrics that facilitate the commitment of the workforce
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Figure 2: An example of finding logic in the LAMP framework
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