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SECTION 1
Question 1 
As we continue to navigate through challenges presented by the pandemic, organisations are urged not to let the opportunities of reflection and reinvention slip away (Stroller, 2020). It caused me to reflect on how the CIPD professional standards supported my delivery of an effective HR service during the pandemic.
	I will be using Rolfe et al reflective model: 

Adapted from University of Cumbria (2016)	
NWSSP is an All-Wales organisation within the NHS. Its aim is to add value through partnership, innovation, and excellence, to the health care service by providing a once for Wales service (NWSSP, 2022a). 
What?
In 2020, I was on a graduate scheme with NWSSP. To attain a position in NWSSP’s HR department, I considered the CIPD profession map’s (CIPD, 2021c), paying close attention to the core behaviour of passion for learning. I applied for the Human Resource Management MA at Trinity St David’s, subsequently securing a permanent role in my HR department. I felt well informed, motivated, and proud to work with an exciting and forward-thinking team, whilst supporting the well-being, development, and experience of our staff. 

So What?
A passion for learning and my commitment to developing in the HR profession was critical to enable me to effectively rise to the opportunity that covid had presented (Ulrich, 2021). The pandemic meant that learning over time wasn’t an option. I needed to learn quickly and passionately through on the job experience and academic study. During the pandemic, staff absences decreased and slowly started to increase. I investigated the reason behind this and concluded that it was heavily linked to employee’s sense of shared purpose. I used a staff survey to investigate this link, and whilst this was an effective method, a lack of clarity around some of my questions had led some staff to misunderstand the questions, impacting the results. My passion to learn more meant that I identified a problem, a cause and supported our managers in rectifying the issue.
Now What?
Once the results were analysed, I drew up an action plan, which included a refresh of our core values following staff engagement. This proposal has now been approved by the organisation’s leaders. I will be working closely with the Culture and Inclusion Specialist Facilitator at NWSSP to undertake this piece of work.
What?
The growth of NWSSP since 2011, accompanied by the changes brought upon us because of the pandemic, meant that the culture and behaviour of our organisation had changed. A core knowledge from the professions map (CIPD, 2021c) is to understand people’s behaviours to create the right organisational culture. I volunteered to work with my colleagues on a new internal cultural programme to better understand the current culture of our organisation, the organisation our people wanted and put evidence-based plans in place to achieve results. I facilitated senior leadership interviews and employee workshops to understand the existing and desired culture at NWSSP. 
So what?
It has been argued that HR and leaders understanding and shaping of workplace culture, is integral to leadership (Hatamimi, Sjatil and Sneader, 2020). We implemented a 3-stage culture programme - discovery, design and delivery. This was a model trialled and tested within the NHS resulting in a positive and improved working culture (NHS, 2022). However, what is crucial here is not to impose change without need as this approach could result in employee frustrations, increased turnover, and a culture crisis (Sachs and Kundu, 2015). When holding the focus groups, some of our questions around our values were not understood by staff, meaning that we had minimal responses. This has hindered our ability to design our workplace values around the needs of our people.
Now What?
I will continue to work with my colleagues on the development of an action plan. Having listened to our staff, they want to see more cross divisional working, improved communication tools and more internal development offerings. Our action plan and implementation will look to implement these changes to achieve a workplace culture and behaviours that are evidence based.
Question 2
Academics attention in recent years has turned to critically analysing the best suited leadership approaches to handling the pandemic.
Authentic Leadership is one approach leaders could consider during the pandemic.
Authentic leaders are generally considered to be sympathetic to others, allowing themselves to be vulnerable so that they can understand and relate to others to lead them more effectively (Leroy, 2015). An article by Wedell-Wedellsborg (2020) argues that leaders who empathise with their staff, have felt a new appreciation for the work they do and the value they add, allowing them to lead more compassionately. A weakness for this approach is that a leader’s compassion and authenticity may be a facade (Wenjin and Tymon, 2016). Whilst this could be a weakness to the authentic leadership approach, if one acts compassionately and authentically, isn’t this enough to demonstrate that they are an authentic leader?
Uber (2020) argued that their leaders during the pandemic were able to connect with their teams and aspire them to be the best versions of themselves at work by showing their vulnerability. Currently, we find ourselves living and working in arguably the most volatile, uncertain, ambiguous and complex (VUCA) environment in recent times. Reflections on the ongoing pandemic have indicated remaining authentic, even if the news will have a negative impact, can increase trust and respect between leaders and their people (Stoller, 2020).
The challenges that coronavirus brought to NWSSP as an NHS organisation, were tremendous. Virtual coffee mornings were set up for the first time, providing staff direct contact with the Managing Director (NWSSP, 2022d). Staff were thanked for their work and honest updates were provided. Positive feedback from staff was received on this approach.
The positive impact of authentic leadership in other organisations, as well as NWSSP, is significant because it goes a long way in uniting and motivating staff during the pandemic. Their sense of shared purpose is increased (Pink, 2010) and the clear communication from an authentic leader can pull the workforce together (Jerrissey and Edmondson, 2020) in VUCA times.


Whilst controversial, it could be argued that adopting a democratic style, whilst mixed with compassionate leadership, was effective during the pandemic.
[bookmark: _Hlk92814624]The pandemic meant that to keep some business afloat and adapt, leaders had to make quick decisions (Hailey, 2021) and take on a more directive approach to change. Stroller (2020) argued similarly that just as quick decisions need to be made, actions needed to be implemented at pace. Democratic leadership was evidenced in the US, following the Basketball Association leader’s controversial decision to end the league (Jerrissey and Edmondson, 2020). Time showed that this quick directive and democratic approach resulted in over 1 million people not being exposed to the virus during the league (Jerrissey and Edmondson, 2020). Despite the democratic approach, the result was the preservation of life. However, when adopting a democratic approach, leaders must also communicate the justification of decision making to continue to lead with compassion and get staff on board (Ghabour, 2020). 
At the start of the pandemic, the quick and directive decision was made for non-essential staff in NWSSP to be redeployed to business-critical areas within the NHS. This signified immense change and potential unrest as their roles were deemed ‘non-business critical’. However, the managing director issued a series of communications detailing the rationale behind the decision.  As a result, resistance was followed by volunteering.
This is significant as it shows how that a leader’s ability to use elements of different leadership approaches during times of VUCA such as the pandemic, can have a positive impact on employees. Resistance can be replaced with advocacy and confusion replaced with understanding.
In conclusion, no one approach can be used in isolation. A mix would be the most effective due to its adaptability and flexibility during the pandemic. Wedell-Wedellsborg (2020) discussed how during the pandemic, different leadership approaches were required during the initial emergency, regression and recovery. Leaders should be agile in their leadership style, drawing on strengths from different approaches and evaluating the most effective approach at the time.

Question 3
The ‘formal’ structure can be described as anything within a workplace which is visible, such as polices and guidance, reports and organisational charts (CIPD, 2014a). The ‘informal’ within a working environment can be described as the things we cannot see, such as cultural behaviours, norms, unwritten do’s or don’t’ and interactions (CIPD, 2014a). 
NWSSP is an All-Wales organisation within the NHS. Its aim is to add value through partnership, innovation, and excellence, to the health care service (NWSSP, 2022a). The organisation is diverse in its offering of services to health-boards, working closely with stakeholders to provide an efficient service and take a once for Wales approach.
The formal policies and procedures in place at NWSSP had the potential to hinder the management of people during the crisis. The annual leave policy states that any annual leave not taken by April, will be lost (Velindre, 2018). However, the impact coronavirus had on our organisation and staff, meant that many were unable to take leave due to pressures on the service. 
This raised ethical concerns around health and well-being and our commitment to ensuring had a break to prevent burn out. A recent survey found that ¼ of employees intend to move employers due to the pressure and exhaustion experienced in their place of work due to the pandemic (The Guardian, 2021). The CIPD (2014a) identified that organisations insistence to enforce policy with no adaptability, is a common contributor to staff absence and turnover. In organisations such as Netflix who have decommissioned all formal workplace policies, the pressure on staff to take a certain amount of leave by a certain date was non-existent (Chakhoyan, 2017), arguably benefiting employee well-being because of an informal structure. Forbes (2020) has put forward a case for business adapting a more agile approach to formal structures, allowing the business to be adapt more quickly with the interests of its people at the core.
Recognising that the well-being of staff could be impacted by this formal policy, a decision was made to adapt and allow staff to carry over annual leave that they were unable to take. Whilst the formal policy was not eliminated, the leaders to decision to act quickly with the interests of its people, resulted in the formal policy structure not significantly hindering people management at NWSSP.
The informal structure concerning an unwritten shared purpose, positively impacted people management. NWSSP’s written objective was written in the introduction. However, employees rallied around a new sense of purpose because of coronavirus – to save the NHS and protect the community. 
It has been argued that when staff find meaning in their work, this can lead to a satisfied, engaged, and productive workforce (Ulrich et al, 2010). As we headed towards a lesser VUCA state, Wedell-Wedellsborg (2020) reported that many staff felt mixed emotions as the turmoil eased, expressing a loss of purpose and doubt. Companies such as Disney’s see the value in their purpose to ‘use our imagination to bring happiness to millions’ (Rey, Bastons and Sotok, 2019), recognising that purpose creates a clear understanding to staff about the expectations and behaviours expected, written formulating them. 
	The renewed sense of purpose amongst staff resulted in a reinvigorated workforce. Staff absence halved, productivity increased, and new services were taken on by the organisation – such as All Wales Laundry – to take pressure of front-line workers. 

	In conclusion, whilst some formal structures had the ability to hinder people management during the crisis, the organisation adapted quickly, prioritising employee health and well-being and ethical practice over formal structures. The informal structure further benefited people management during the crisis.		



Question 4b
Coronavirus has brought about significant change to the world (CIPD, 2021h). The VUCA situation should be viewed as an opportunity to change, rather than threat (Ulrich, 2021). I will be using Rolfe et al reflective model to reflect on the impact the crisis has had the culture and strategic goals of NWSSP: 

Adapted from University of Cumbria (2016)
NWSSP is an All-Wales organisation within the NHS. Its aim is to add value through partnership, innovation, and excellence, to the health care service (NWSSP, 2022a). In 2011, NWSSP employed 1,500 staff, which has since grown to over 5000 in January 2022. 70% of its staff are admin and clerical, whilst the remaining 30% are warehouse operatives and drivers. Its strategic goals are:
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Taken from NWSSP (2021a)
What?
The UK Governments decision to ask all those who could work from to do son in March 2020 resulted in 70% of our staff working from home overnight. I was temporarily redeployed to our internal IT team to roll out equipment to staff across the organisation, enabling them to work from home. 6 months later, we issued staff surveys to find out how staff felt about this new change and how they envisaged the future of work. The result was over 70% saying that they wanted to adopt agile working as a permanent feature of workplace culture. This led to the development and implementation of our Agile Working Toolkit (NWSSP, 2021b). However, there is still a presence of our old working culture, were some managers and leaders intend to direct their staff back to the office on a permanent basis when safe to do so.
So What?
The CIPD (2020) found that only 29.6% of staff worked from home between April 2019-2020 in the UK. Forbes (2020) has urged businesses to be more agile, so that they are adaptable to future issues that may arise from coronavirus, or other VUCA scenarios. By enabling to staff to work in an agile way permanently, not only has the mindset of employees changed, but NWSSP’s senior leaders have become more accepting of the benefits agile working can have on health and well-being, productivity, and work-life balance. Forbes (2021) found that 82% of employers confirmed they will embed agile working as a permanent feature of working culture. If NWSSP failed to embrace and embed this change, it may have negatively impacted our ability to satisfy and retain staff (CIPD, 2014b) as more and more companies offer agile working.
Now What?
Whilst NWSSP has supported the organic evolution of our culture shift from office working to agile working, there are managers who are resistant to change. As a HR professional, it is my responsibility to coach our staff through these changes (CIPD, 2021i), enabling and empowering them to understand and embed a new agile working culture.
What?
NWSSP’s strategic objectives have remained unchanged during the pandemic. However, the HR team has evolved significantly. The growth of the team, accompanied with our inability to work together in person during the pandemic, lead to a loss of purpose and identity. We agreed that ‘HR’ felt cold and didn’t clearly communicate that our people were at the heart of everything we do. We changed our department name to People and OD, accompanied with a new strategic people plan. However, there was a lack of engagement with our people on our proposed name change. 
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So What?
Jerrissey and Edmondson (2020) argued that making quick decisions, even in times of uncertainty may seem controversial but effective. CIPD (2021h) research showed that during the pandemic, staff relied on understanding their organisational purpose to feel motivated. We recognised that our loss of purpose and strategic direction negatively impacted the meaning of our work, as well as our ability to provide an effective service to our people (Rey, Bastons and Sotok, 2019). Realigning our strategic objectives and purpose would allow our team to move away from our administration functions enforced by coronavirus, and towards a strategic function (CIPD, 2021i).
Now What?
Now that our people plan and new identity is in place, it is essential we communicate these changes and rationale to staff. Sachs and Kundu (2015) and TED (2014) noted that change for sake of it, can lead to a disengaged and confused workforce. It is essential that we communicate and coach our people through these changes so that they can utilise our function in the appropriate way.

The pandemic has had a positive impact on NWSSP’s culture and strategic objectives. However, we must remember that change is never ending and adopting an agile approach (Deloitte, 2020), whilst coaching our staff through changes, it essential to ensure a positive work culture and alignment to strategic goals.

SECTION 2

Question 2.1b
As outlined by Mudhi (2021), leading in a VUCA world, such as today, can be extremely challenging. One of major leadership dilemma’s facing NWSSP during the coronavirus pandemic is remaining realistic and optimistic in communications with staff (Stroller, 2020).
As identified by Nembhard, Burns and Shortell (2020), the healthcare sector, which includes NWSSP is experiencing VUCA in extreme form. As a public sector organisation within the NHS, priorities and strategies are heavily influenced by the laws and restrictions enforced by Welsh Government. By the end of 2021, employees enjoyed an agile and flexible approach to work. By mid-December, law enforced home working if possible (Gov.Wales, 2022). From an ethical perspective, NWSSP is trying to embed a culture of choice, empowerment, and trust, in line with CIPD (2017) principles (CIPD, 2021c). However, the VUCA environment has caused a leadership dilemma by taking away the element of choice to staff and adopting an authoritarian approach to ways of working in recent times.
 Arguably, the challenge for leaders to be realistic and optimistic is important to provide clarity and attain their support and respect for the decisions (Ghabour, 2020). New Zealand’s Prime Minister was praised for her clear, realistic and empathetic communications through the pandemic, arguably resulting in the low level of cases and deaths in the country (Jerrissey and Edmondson, 2020). This approach has also been seen in Deloitte, who identified the value in remaining transparent with staff to prevent anxiety (Deloitte, 2020). Wedell-Wedellsborg (2020) also valued clarity and optimism in a VUCA world, arguing that realistic and optimistic communications are pivotal in attaining staff support for decision making. 
 In a VUCA world, leaders are increasingly turning to HR for assistance (Uber Blog, 2020). As a strategic function, NWSSP’s People and OD team could assist with the development of a communication plan through different avenues. As an organisation with a diverse workforce, one form of communication such as email will not suffice as 30% of our staff do not have regular access to a computer. People and OD can assist with the development of tailored communication methods (Stoller, 2020), such as podcasts, newsletters, posters, coffee mornings and email communication, to ensure confidence in decision making and leadership (Uber Blog, 2020). HR professionals play a valued role in addressing change  (Forbes, 2020) and ensuring an inclusive approach to optimistic and realistic communications is achieved. 

Question 2.2a
HRM and HRD can demonstrate that they have a critical role to play within organisations through enabling leaders and managers to deal with change management.
Tanmay (2019) argued that HRM needed to enable leaders and managers to adapt quickly and provide the tools to deal with change management in a VUCA world. Deloitte (2020) recognised that uncertainty can bring about anxiety, insecurity, and distress amongst employees. To combat this issue, they claim HR has an essential role to play in upskilling leaders and managers, enabling them to motivate and reassure staff during VUCA times (Deloitte, 2020). By enabling leaders and managers to effectively deal with change management, passionate change champions can emerge, embedding motivation across the business (Forbes, 2020). The support of HR professionals can also empower manager and leaders to make quick and necessary decisions (Ulrich, 2020), contributing to employee confidence (Deloitte, 2020). This is essential as pre-coronavirus surveys have shown that leader’s inability to make decisions contributes to employee mistrust and disengagement (Hollensbe et al., 2014).
Whilst Greg Jackson has critiqued the traditional HR function, claiming HR is not required to ensure employee happiness and company success (Shaw, 2021), this is arguably unfair considering the professions move from a traditional administration service, to a strategic and enabling service (CIPD, 2021i). 
HR can enable managers through coaching (CIPD, 2021g). It is important to empower managers and leaders to make decisions without imposing unnecessary change. This can be done by HR’s ability to build valuable and adult relationships (CIPD, 2021h)., asking coaching questions rather than providing the answers (Key Step Media, 2016).
	Enabling managers to deal with change management could also be achieved through the removal of restrictive policies and procedures, enabling the organisation to adapt more quickly to ongoing changes. Chakhoyan (2017) identified that businesses are moving towards a more adaptable form of HR policies, empowering staff to self-manage. Netflix is a notable example due to their success as a company. They have unrestricted policies in place, such as no limit on annual leave (McCord, 2014), empowering mangers and leaders to make decisions and be flexible during VUCA times.
HR professionals within NWSSP have coached and empowered mangers to manage change effectively through their collaborative development of the Agile Working Toolkit (NWSSP, 2021b ). Within this toolkit, managers and leaders are not told what to do. Instead, they are provided with considerations and guidance, empowering them to make the decisions appropriate for the team and individuals.
	
Question 2.3a
Ethical practice is defined as the ability for organisations to instil ‘trust by role-modelling ethical behaviour and applying principles and values consistently in decision-making (CIPD, 2021a).
Arguably, organisations should concern themselves with ethics and sustainability at the cost of profit as it will allow organisations to attract talent to who uphold the same ethical values.
CIPD (2017) claim that an individual’s ability to understand and relate to the values of their organisation are essential to staffs influence and sense of belonging. Dik, Alayan, and Reed (2020) illuminated this argument, stating that an organisation with positive values, purpose and ethics can encourage employee commitment. By taking a clear ethical standpoint, employees are enabled to shun contradictory ethical practices (CIPD, 2011). Today, organisations are increasingly putting ethics at the heart of their practice. The American Heart Association (2022) have placed ethics before their organisational values, showing their commitment to a high standard of ethical conduct.
Yet, Pink (2010) claimed it doesn’t matter if profit is the priority permitting it is clearly communicated. Whilst this argument is plausible, it is arguably outdated in today’s VUCA environment. Not only are we facing a global health pandemic, but we are experiencing an environmental crisis, with Peter Cheese (2021), chief executive of the CIPD arguing that there is increasing pressure on organisation to consider ethical and sustainable practice, in line with societies expectations.
Another argument for organisations to prioritise ethics over profit is its ability to instil trust in organisational leaders. 
The CIPD (2021c) Professions Map places ethical practice as one of its core behaviours, arguing that organisation’s ability to demonstrate ethical practice can increase trust. Creating a trusting environment is important for employees, allowing them to thrive and develop (CIPD, 2021b). Arguably, it is no longer enough for organisations to prioritise profit, as the next generation want to trust that the organisation, they work cares about doing the right thing (CIPD, 2021d). A recent report has shown how the coronavirus pandemic has influenced their views on what it means to be a trustworthy leader, noting that their consideration for ethics, empathy, humility, and reflection have all taken precedent (CIPD, 2021e). they claim that this has seen an increase in staff engagement, trustworthiness, and commitment from staff (CIPD, 2021e).
Whilst organisations should still consider profit to sustain their business, it must be recognised that without its people, there is no business. As people increasingly prioritise ethics and desire to work for organisations with good ethical practice, aligned to their own values, organisation must strive to adapt and meet societies and employees demands to survive.

Question 2.4b
The CIPD (2021f) defines leadership as the ‘process of influencing people to achieve a common goal.’ To achieve this, leaders must possess a variety of skills, particularly in complex VUCA environments. VUCA, was coined in 1987 to explain the evolving and unpredictable world we live in (Mudhi, 2021).
Leaders must possess effective communication skills to lead in complex environments, such as the coronavirus pandemic. 
During VUCA times, it is arguable that the skills of effective and inclusive communication is invaluable in reassuring and motivating staff (Deloitte, 2020). Stoller (2020) illuminated this argument, encouraging business leaders to cascade information in a clear and concise manner to eliminate confusion and unrest amongst employees. 
In New Zealand, the prime ministers’ effective communications skills, enabled her to lead the country towards one common purpose – uniting against coronavirus (Jerrissey and Edmondson, 2020). In juxtaposition, the UK Prime Minister was criticised for his lack of clarification, contributing to confusing and disengagement from the public (BBC, 2020). 
To develop the skill of effective communication, leaders must practice ‘listening with fascination’ (West, 2019). This requires the leader to make themselves vulnerable (Leroy, 2015), empathising, understanding, and helping their people (West, 2019). 
Another key skill a leader should have during complex environments is the ability to learn and adapt.
As outlined in the CIPD (2021c), a passion for learning is a core behaviour advocated to improve and innovate. Further, when leaders possess the skill of learning, it can open opportunities for them to innovate and drive organisational change through the lessons learnt (Sachs and Kundu, 2015). Anzog (2017) illuminated this argument stating that a leader’s ability to learn from past experiences, enables them to adapt their approach to be more effective when faced with future VUCA situations. Whilst it is important for leaders to possess the skill of learning, it is acceptable to make mistakes in challenging situations (Stoller, 2020). However, the important thing is for leaders to not continue to make the same mistake and negatively impact employee trust.
Hatami, Sjatil and Sneader (2020) identify that one of the key methods to developing any leadership skill is self-care. Like all staff, leaders must take time for themselves, providing them with the space to reflect on their experience, and plan a method forward. Further, could work with or shadow others (CIPD, 2021g). For leaders, taking the time to understand the work and experiences of their employees, is invaluable to the influence of decision making. Wedell-Wedellsborg (2020) noted how leaders were able to make more informed decisions, inline with the needs of their people by learning from them during the pandemic. 
	It is evident that there are a variety of skills required by leaders during complex times. A leader’s ability to use their skills and develop new ones to unite their workforce towards a common purpose (CIPD, 2021f) is essential.
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Rolfe et al’s (2001) reflective model is based upon three simple questions: What? So what? Now
what? Below is a list of questions that you may choose to answer in response to the three elements.

What?
s the problem/difficulty/ reason for being stuck/reason for feeling bad/reason we don't get
on?
was my role in the situation?
was | trying to achieve?
actions did | take?
was the response of others?
were the consequences for the student? Myself? Others?
feelings did it evoke in the student? Myself? Others?
was good/bad about the experience?

So what?
does
patient’s care/the model of care | am u;
was going through my mind as | acted?

did I base my actions on?

other knowledge can | bring to the situation?
could/should | have done to make it better?
is my new understanding of the situation?
broader issues arise from the situation?

ell me/teach me/imply/mean about me/my class/others/our relationship/my
ig/my attitudes/my patient’s attitudes?

Now what?
do I need to do in order to make things better/stop being stuck/improve my
teaching/resolve the situation/feel better/get on better/etc., etc.?
broader issues need to be considere
‘might be the consequences of this

s to be successful?

Adapted from: Rolfe, G., Freshwater, D., Jasper, M. (2001) Critical reflection in nursing and the
‘helping professions: a user’s guide. Basingstoke: Palgrave Mat

Reflective writing extract using Rolfe et al.’s (2001) model
‘The short text below shows you how you can use Rolfe et al’s (2001) reflective model to write
reflectively. The author begins by introducing the problem that they are reflecting on before making
their observations about the issue and finally concluding by telling the reader what they would
change nexttime.
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