Evaluate the extent to which the flat non-hierarchical structure was appropriate under Kirsten’s ownership and the extent to which the hierarchical bureaucratic structure is suitable under Chaffinch Group’s ownership. (AC 1.1)

Operational Structure helps employees understand their roles and responsibilities and clarifies the chain of command.  Campbell and Craig (2005) define organisational structure as the workforce's relationships and their relative positions within the organisation. As well as this, they would also argue that it is a framework for “order and control” whereby the organisation's operations can be planned, coordinated, overseen, and managed (Campbell and Craig, 2005).

During Kirsten’s ownership of Calmere House, she adopted a flat organisational structure with all 42 employees reporting directly to her.  BBC (2022) has identified that some advantages of a flat organisational structure include: few levels of hierarchy; communication challenges; making the company more adaptable to change and decision-making faster; and, employees working in a flat management structure can be empowered to work independently and take on more responsibility.
BBC (2022) has identified that there are some disadvantages of a flat organisational structure which include: there are less opportunities for development in a flat organisational structure, which could result in the company losing people to other companies; and, a wide span of control requires task delegation, which can make managers feel overworked and employees stressed.

This operational structure is appropriate under Kirsten’s ownership as she values her employees input into management decisions as they are qualified, skilled and experienced members of her team.  Kirsten held regular staff meetings and one to one check-ins, communicating information about the progress of Calmere House.  In return, employee retention was high with employees feeling a strong engagement and commitment to the residents, each other and Kirsten.  “When you communicate effectively with employees – keeping them informed, heard, and aligned – you create conditions that make higher engagement possible” (Adam, 2025).

When the business was sold to Chaffinch Group, they adopted a hierarchical bureaucratic structure with defined roles and responsibilities. Some advantages of a hierarchical bureaucratic structure include “clear reporting structures; distinct career paths; department loyalty” (Indeed, 2021).  There are disadvantages of a hierarchical bureaucratic structure too.  These include “restricted information flow; delayed decision making due to multiple leadership tiers; potential for departmental rivalry” (Indeed, 2021). 

This operational structure was appropriate under Chaffinch Group’s ownership.  As a large care home company, they have a clear reporting structure with the workforce reporting to a manager who reports to an area manager, who reports upwards. Taylor and Woodhams (2022a, p. 56) believe this structure’s benefit is that managers and staff have well-defined tasks and duties related to accomplishing functional goals, which help the organisation move closer to its strategic objective.  All policies and procedures are consistent with the rest of Chaffinch Group and there is a dedicated People team to support employees with development, recruitment and employment relations. 


Analyse how Chaffinch Group could use a rational approach to strategy formulation to ensure that services provided meet customer needs. (AC 1.2)

According to VQ Solutions Ltd (2025) a rational approach to strategy formulation is a structured and evidence-based process founded on data, analysis and logical planning.  This strategy can help Chaffinch group make sure that Calmere House’s care meets the requirements and expectations of residents.  According to Mintzberg (1987) strategies set direction for organisations to prevent themselves from external threats, to focus organisations efforts and promote the coordination of activities.

CIPD (2019) argues that a SWOT analysis could be used effectively to examine a range of data and information to create insights.  It is a management framework and diagnostic tool which supports a rational approach to strategy formation ensuring that services provided meet customer needs (CIPD, 2019). Furthermore, the analysis's findings can help in understanding internal and external organisational aspects that affect strategy and business choices (CIPD, 2019). “Strengths and weaknesses can be described as internal factors while opportunities and threats relate to factors outside the organisation” (CIPD, 2019).  

A SWOT analysis of the Chaffinch Group has been carried out (See Appendix A).

Once the data has been evaluated and understood it is time to set goals and plan actions.  The SMART framework could be followed to support achieving these e.g.: improving residents satisfaction scores. Bitesize Learning (2023) notes that SMART Goal approach is one of the best goal-setting frameworks.
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SMART GOAL for Chaffinch Group: 
S: Specific - To improve residents satisfaction scores.
M: Measurable - a comparison can be carried out after each resident’s survey to measure progress.
A: Attainable - by commitment from the leadership team and employees the target is achievable.
R: Relevant - this is important in retaining residents and ensuring they are happy.
T: Time Bound – allows Chaffinch Group to stay focused. 

By using a rational approach to strategy formulation Chaffinch Group can ensure decisions made are based on evidence data, analysis and logical planning.

Analyse one external factor that is currently having a negative impact on the residential care industry and one external factor that is currently having a positive impact on the residential care industry. (AC 1.3)

According to CIDP (2017) A PESTLE analysis is a framework that can assist in comprehending external variables that may affect strategy and business choices.
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A PESTLE analysis has been undertaken on the residential care industry.  Reviewing my findings, the associated costs of running a care home have risen exponentially and are having a negative impact on the sector.

According to Heskins, (2025) the expanding care facility funding dilemma is one of the sector's major dangers. This includes funding from local authorities not keeping up; wage costs are increasing; staff shortages because of more stringent immigration rules.  This can lead to a risk of homes closing or being unable to maintain desired service levels. According to Makosinski, (2024) “Between 2020 and 2023, 40 elderly care homes in Wales closed and only four opened”.  There is a significant deficit in elderly care beds in Wales (Makosinski, 2024).  For individuals, depending on how the care is funded, costs may be high and increasing, this can impact the person or their family financially.  Increases in the cost of food contributes to financial pressures.  According to Food and Drink Federation (2025) “Between January 2020 and July 2025, food and non-alcoholic drink prices rose 37%, compared with 28% for overall UK inflation”.  In comparison to the rest of the economy, the food and drink production sector has been more severely impacted by Brexit, the pandemic, and the conflict in Ukraine (Food and Drink Federation,2025).

One external factor that is currently having a positive impact on the residential care industry is around Transparency and Regulation and the ability to compare.  Those who are looking for a residential care home in Wales can use tools like the Care Inspectorate Wales (CIW) inspections and ratings portal, to find adult care homes, to research services, facilities, languages offered (Welsh / English) and see what is available locally.  This helps families make more informed choices.
According to Welsh Government (2022), on the website www.carehomes.wales you can:

· Search for care homes in your postcode area
· Look for care homes that offer nursing, learning disabilities, mental health, respite care or day services.
· Find care homes that deliver their service in Welsh or other languages.
· Read the latest care inspectorate Wales inspection reports.
· View information about typical weekly costs.
 

As confirmed in the report, Care Inspectorate Wales (2025) “From 1 April 2025, care providers will be required by law to display their CIW ratings, marking a significant step forward in improving transparency and helping people make informed choices about care services”.  The four ratings are:
· Excellent
· Good
· Requires Improvement
· Requires Significant Improvement

The goal of the new grading system is to give people more authority when it comes to choosing how best to care for themselves, their loved ones, and friends. Four major themes will receive ratings:
· Well-Being
· Care and Support
· Leadership and Management
· Environment

More information can be found on the website: www.careinspectorate.wales


Under Kirsten’s ownership of Calmere House, there was little investment in technology.  Chaffinch Group want to change this approach and have decided to implement technology to deliver better patient care and employee experience.  Assess how technology could be used by Chaffinch Group and how this would impact work at Calmere House. (AC 1.4)
According to Welsh Government (2025) In Wales, residential care homes are facing increasing pressures.  Rising utility and staffing costs, complex care needs, and growing expectations for person-centred, high-quality care.  Technology offers a practical and strategic solution to these challenges.  It can improve safety, enhance residents’ wellbeing, streamline staff workflows, and ensure compliance with Care Inspectorate Wales (CIW) and Welsh Government digital strategies. 

Social Care Wales (2024) notes that the Welsh Government has set clear priorities for digital transformation in health and social care. 
Key strategies include:
· Social Care Wales (2024) notes Social Care Delivery Plan 2023–2026 – prioritises digital skills and innovation in the care workforce. 
· Welsh Government (2023) notes Digital and Data Strategy for Health and Social Care in Wales establishes a vision for a digitally enabled care system.

“Investment in technology should wherever possible enhance job quality rather than have the effect of downgrading skills or undermining job security” (CIPD, 2022b, pp. 136-137).

PATIENT CARE
Digital for Care Homes provides huge benefits to patients, including:
· Connection to their loved ones;
· TEC Cymru, (2020) shows how to book virtual consultations with health service providers.  TEC Cymru – leads national technology-enabled care (TEC) projects integrating digital innovation into health and social care. 
· Keeping residents engaged and occupied with meaningful activities.

This can help reduce loneliness and isolation which can cause stress and anxiety and can bring fun through music and games.

However, not everyone is confident using technology and a good internet connection is crucial.  According to Building Digital UK (2024) the UK Government provide a voucher scheme that could benefit care homes find the best Broadband provider.

There are digital good practise guides for care homes like Calmere House, which can support their residents, as well as appointing Digital Champions to build confidence and skills to get online.

EMPLOYEE EXPERIENCE
Welsh Government (2019) notes Wales 4.0 strategy promotes using digital innovation to improve services, including social care.  Technology can play a key role in improving efficiency and the quality of care, though its implementation is not always fast enough.

According to Taylor and Woodhams (2022b, pp. 136-137), technology can play a strong enabling role.  Learners can engage in online training activity at a time and place to suit themselves.  Many organisations utilise online learning platforms that deliver video, audio or text content to users on demand.  For Chaffinch Group this could be a real positive as employees work shifts and the care home is a 24/7 work environment.  Online training could be sent to employees to access at a time convenient for them, without Chaffinch Group having to organise group sessions.  However, it would be important to ensure employees are competent at using online systems and have access to technology and then follow up with a check and test to ensure the learning is understood and embedded.

Calmere House could also use technology to communicate with the workforce and share the business plan and its key objectives.  There are other online tools that could be used too, to support Calmere House gain feedback from their employees to show their opinions are valued.
Effective internal communication is critical and using technology to distribute newsletters, blogs and discussion forums could aid the development of an inclusive workplace (Taylor and Woodhams, 2022b, pp. 136-137).

Using theories and models which examine organisational and human behaviour, explain why problems have arisen following the takeover of Calmere House by Chaffinch Group (AC 2.1)
Since Chaffinch Group took over the ownership of Calmere House problems have presented themselves with disgruntled residents and an increase in employee turnover and staff sickness absence.  The Culture changed.
At Calmere House, the takeover essentially reset team dynamics. When new managers and policies and procedures were implemented, the formerly productive team were impacted.   Long-time coworkers were suddenly forced to come to terms with new reporting lines and expectations.
To promote a change to enhance employee development there are models that could be used to implement this. For example, Bruce Tuckman’s Group Development Model identifies five stages of team development: forming, storming, norming, performing and adjourning.
Bonebright (2010, pp.111–120) would suggest the workforce at Calmere House quickly entered the storming phase, which was characterised by instability, conflict, and lower productivity.   The team found it difficult to go to the norming and performing stages in the absence of strong leadership and communication. This explains why following the takeover, cooperation deteriorated and performance problems surfaced.  Also, Chaffinch Group didn’t recognise that the workforce was ‘mourning’ the loss of Kirsten.  This is explained in the adjourning stage of the process, “separation is an important issue throughout the life of the group” (Bonebright, 2010, pp.111–120).  The Forming stage was also poorly managed by not laying a strong foundation with clear communication during the transition. “This is also the stage in which group members establish relationships with leaders” (Bonebright, 2010, pp.111–120).
According to Macat (2017) Abraham H. Maslow’s model ‘A Theory of Motivation’ shows human motivation is driven by the satisfaction of hierarchical needs.  “To demonstrate this, he constructed a linear hierarchy of needs beginning with physiological needs and proceeding to those of safety, love, and self-esteem, ending with those of self-actualisation” (Macat, 2017).
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At Calmere House the safety needs of employees were put at jeopardy during the takeover creating uncertainty about job security, shift changes and new expectations.  The loss of team unity and a change in leadership will have unsettled the sense of belonging and esteem will have been impacted.   “By addressing the needs of employees, companies can improve the satisfaction, motivation and performance of their staff, which in turn has a positive impact on the organisation as a whole” (ThePowerMBA by thePower, 2025). 

Maslow’s model helps to explain the emotional and behavioural reactions of the staff at Calmere House during the transition to Chaffinch Group.


Assess how changes to selection and employee voice have impacted organisational culture and behaviours at Chaffinch Group (AC 2.2)

Changes were made to Calmere House's recruitment and selection processes as well as its employee voice platform when the business was bought by Chaffinch Group.  The objective of these changes was to introduce the same policies and procedures in Calmere House that are in place throughout the rest of the group.  However, organisational culture and behaviours have been negatively affected.

Calmere House’s hiring procedures were relationship based and localised under Kirsten’s ownership, with behaviours being as important as qualifications and experience.  This led to high employee retention and a strong feeling of engagement and commitment to the residents.  This changed once the business was transferred to Chaffinch Group with the selection of new employees being outsourced to an agency.

According to Cassidy (2025) a hot topic in business today is Leadership and Culture and the question was raised what comes first Leadership or Culture.  CIPD identified Leadership as coming first, however, recognised that great cultures develop great leaders and noted there is a complex relationship between the two. An opinion was put forward that establishing the right culture is about leaders being visible role models.  Teams reflect the behaviour of their leaders.  “Leaders need to see themselves as organisational influencers” (Cassidy, 2025).

As documented by Cacciattolo (2014) Charles Handy identified four types of cultures, ‘Power Culture’, ‘Role Culture’, ‘Task Culture’ and ‘Person Culture’.

It is evident that under the ownership of Kirsten, Calmere House operated under a ‘Person Culture’.  “A person culture is quite unusual, and it reflects organisations in which individuals believe to be superior to the organisation they are employed” (Cacciattolo, 2014).  A cohesive team of workers who frequently adhere to goals and objectives. In these cultures, managerial hierarchies and control structures are only feasible with mutual consent.
Survival can be difficult, which is one of the reasons Kirsten decided to sell to Chaffinch Group.
Under the ownership of Chaffinch Group, Calmere House operated under a ‘Role Culture’.  “A highly defined structured organisation in which employees have specified delegated authorities, and which are offered security and predictability” (Cacciattolo, 2014).  A hierarchical, bureaucratic structure.

For the employees of Calmere House this change in organisational structure didn’t land well.  Under Kirsten’s leadership they were used to regular staff meetings and lots of communication, as well as being asked for their opinions on the best way to achieve their goals.  According to Morrison (2011) Employee Voice has a big impact on behaviour and engagement.  Employees show greater dedication when they feel heard.  On the other hand, employees frequently feel disempowered when communication becomes formal and top down which is why under the ownership of Chaffinch Group, employee turnover and sickness absence increased with staff feeling hopeless and dissatisfied.


Explain how Chaffinch Group could have better managed the change from a small owner managed care home to Calmere House being part of a large organisation. (AC 2.3)

The Chaffinch Group's purchase of Calmere House marked a significant organisational shift from a small, family-run care facility with close-knit ties to its employees and residents, to a division of a substantial corporate organisation that followed established procedures.  Even though the change intended to increase consistency and efficiency, it caused worker resistance, low morale, and cultural friction.  Chaffinch Group could have managed the change process better to guarantee a smoother and more positive transition.

Nash (2023) writes that the most important aspect of modern change management is how organisational teams accept, use, and implement change, regardless of the company's size, age, or speciality.  Kurt Lewin's three-stage change model is a straightforward model that outlines actual methods for managing change behaviour.
Lewin's theory places a strong emphasis on generating motivation for change prior to its actual implementation. There are three primary stages to it:
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According to Boyd and Luetje (1992) three stages of change were identified by Lewin's change model: unfreezing, changing, and refreezing. When people unfreeze, they realise that change is necessary. Growing discontent with the current situation emerges, and individuals acting as change agents are able to pinpoint the motivating and constraining factors. The modification is meticulously planned and then put into action during the change stage. During this intermediate stage, confusion and low morale frequently rise. Refreezing stabilises and integrates the modification. If the change is effective, the affected persons will discover that it aligns with their personal values.

Using Lewin’s model, during the ‘Unfreezing’ stage, Chaffinch Group should have recognised that Employees were shocked by Kirsten’s decision to sell Calmere House.  Utilising Kath, their appointed Manager, they could have explained Chaffinch Group’s organisational structure and strategy and why the change was necessary.  This is a great time to hold staff consultations giving employees an opportunity to ask questions and allowing the leadership team to manage concerns and reassure employees how valuable they are in bringing the strategy to life.  With the right storytelling and staff buy-in, implementing the ‘change’ becomes much easier.  Nash (2023) records that it takes time to go from the unfreeze to the change stage; It takes time for people to adopt new workplace cultures and actively participate in the shift. People must first comprehend the advantages of change in order to accept it and make it successful.  By regularly communicating with the employees, delivering training, seeking employee feedback and giving them time, Chaffinch Group will gain acceptance from their employees and will be able to re-freeze and move forward.  The refreeze stage “allows the organization and its people to use the changes all the time, consistently into day-to-day business workflows. Such stability makes employees confident to adapt to the new ways of doing things” (Nash, 2023).

Explain the experience of change for the employees at Calmere House and examine how this is reflected through the stages of one model. (AC 2.4)

The Employees at Calmere House feel the change in ownership is not positive and was not managed well.  They feel their views and opinions are no longer sought or valued; they no longer know what the business is planning or how plans will affect them. 
According to Kotter (2012, p.14)) the most common mistake people make while attempting to transform organisations is to go forward without building a strong enough feeling of urgency among employees.  This mistake is lethal because when complacency levels are high, transformations consistently fall short of their goals. 

Kotter’s 8 step model for leading change can help explain what Chaffinch Group could have done better to support the employees at Calmere House:
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Create: A sense of urgency wasn’t created by Chaffinch Group when they took over Calmere House.  There was no team meeting sharing the ‘why’ with team, helping them see the need for change; simply the appointment of a manager who gave instructions and expected them to be followed without discussion.

Build: Chaffinch Group failed to Build a guiding coalition.  They introduced the same procedures in Calmere House that are in place across the group, informing employees by email.  No consultation.  Bitesize Learning (2024) notes it would have been advantageous to launch a "change champion" initiative. Identifying significant people within the care home, then assign them specific tasks and training to help drive the transformation.

Form: Any vision Chaffinch Group had was not shared with the Employees.  According to Tenhiala (2021) it is important to share how the future will be different from the past and communicate next steps.  Communication, emotional connection and consistent actions are key to bringing the strategy to life.

Enlist: It would have been beneficial for Chaffinch Group to enlist a group of employees who could communicate progress and encourage questions and feedback creating excitement about the change, as the staff do not feel valued.

Enable: Employees started to leave as they didn’t like the new culture.  As identified by Macat (2017) this could have been avoided had Chaffinch Group recognised the emotional and behavioural actions of the staff.

Generate: Chaffinch Group missed the opportunity to celebrate quick wins.  “early successes will build momentum and keep people motivated” (Bitesize Learning, 2004).

Sustain: Mihaly Csikszentmihalyi’s Flow theory “It is defined as a psychological state in which individuals become fully absorbed in an activity, experiencing optimal engagement and enjoyment.  This state occurs during challenging activities that stretch one's skills, leading to peak performance and a sense of fulfilment” (Biasutti, 2011).  Chaffinch Group did not achieve this.

Institute: According to Bitesize Learning (2024) this final step relates to Edgar Schein's work on organizational culture. For change to stick, it must become "the way we do things around here."

These steps were not followed which has had a negative impact on the employees’ experience.

Assess two factors that could impact employee wellbeing at Calmere House including why it is important that these factors are addressed. (AC 2.5)

Employee Wellbeing has been significantly impacted since the takeover of Calmere House by Chaffinch Group.  According to Taylor and Woodhams (2022b, pp.136-137 and 2022e, p.17) two factors that influence wellbeing and contribute to loss of engagement and stress are ‘Increased Workload’ and ‘Loss of Employee Voice’.

For employees at Calmere House it is hugely important work intensification and work extensification are addressed.  Employee turnover and sickness absence are on the rise as the staff do not like the new culture; they are stressed and disengaged.
According to Taylor and Woodhams (2022b, pp.136-137) work extensification has negative consequences on employees including long hours damaging health, injured relationships with partners and children, reduced productivity and ruined social lives.  “Heavy workloads stand out as the top cause of stress-related absence” (Sinclair and Suff, 2025).

“The Job Demands-Resources (JD-R) Model is a framework in organisational psychology that explains how job characteristics influence employee wellbeing, motivation and performance” (Plum, 2025).  Plum (2025) notes it is a popular tool for comprehending and forecasting employee engagement and burnout.  Organisations can sustain a productive, motivated, and healthy workforce by striking a balance between expectations and available resources.
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In summary if ‘increased workload’ isn’t addressed, sickness absence will continue, experienced carers will leave the workplace, the quality of care will deteriorate, and overworked staff may make mistakes.

Prior to the takeover, Calmere House had a culture of open, casual communication where employees felt free to voice issues or offer recommendations.  Following Chaffinch Group’s integration, employee voice mechanisms disappeared.

According to Taylor and Woodhams (2022c, p.17) both businesses and employees can profit from the adoption of employee voice strategies.  The benefits for employers include an opportunity to establish and maintain trust, allow for the emergence of more varied viewpoints (encouraging diversity) and allows employees to exchange ideas.  

“Employee-focused voice offers a strong strategic imperative for organisations to encourage open and honest expression, specifically the beneficial effect of reducing burnout” (CIPD, 2023a).

In summary, if ‘employee voice’ is encouraged by Chaffinch Group they will create a positive workplace culture and a team of motivated employees which is essential in a residential care home setting.

Discuss how the People Manager, recruitment adviser and employment relations case advisor could support the retention stage of the employee lifecycle. (AC. 3.1)

According to Taylor and Woodhams (2022d, p.99) the goal of retention is to make every effort to keep talented and driven employees in the organisation so that you can benefit from their expertise, skills and knowledge.  At Calmere House this is vital to ensure continuity of care for residents, employee wellbeing and a stable workforce.  
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Retention is the sixth stage of the Employee Lifecycle Model.  “Employee retention is the result of everything that comes before. When employees feel valued, challenged, and aligned with the company, they stay. But retention also requires intention, and it doesn’t happen by accident” (Deligiorgi, 2025).

CIPD (2023b) notes The Good Work Index 2022 emphasises how crucial it is for people managers to have the abilities necessary to effectively manage and develop people, to support their health and wellbeing, and to help increase employees' commitment and performance.  

According to CIPD (2025a) there are 4 key principles to consider when developing a retention strategy:
· Being flexible
· Supporting development
· Providing meaningful work
· Talking to Employees

The person who has the biggest daily influence on retention is the People Manager. They assist staff members in feeling appreciated and capable of advancing within the company through efficient supervision and development planning. Stress and burnout, which are the main causes of turnover in residential care homes, can be decreased by being flexible, controlling workload and keeping an eye on welfare. Early resolution of minor concerns can help the people manager stop discontent from turning into resignation.

“People recruited for values perform better, have lower rates of sickness and absence, stay for longer and display more respect, empathy and compassion” (Skills for Care, 2024). By making sure Chaffinch Group hire people who are more likely to remain long term, the recruitment adviser helps with retention by hiring based on values and cultural fit. Effective onboarding and induction procedures, greatly boost early retention by giving new hires a sense of assurance and assistance from day one.

According to CIPD (2023c) the goal of employee relations is to establish and implement people practices that foster and sustain productive working relationships between an organisation and its employees.  For typical activities of an employee relations case adviser (See Appendix B). Timeliness of action is crucial to employee confidence and morale and positively impacts retention.

When combined, these positions provide a steady, encouraging work environment that would motivate employees to stay with Chaffinch Group.

Analyse how people practices could help Chaffinch Group to fill 100% of resident rooms within six months. (AC 3.2)

Chaffinch Group has set a goal to fill 100% of resident rooms at Calmere House within six months.  

It is important that the People Strategy is vertically aligned to the business strategy to achieve this goal.  Alonso (2023) says the focus of vertical alignment is on coordinating objectives and actions at various levels of the hierarchy. It guarantees that strategic goals established at the top of the company trickle down to front-line staff, fostering a unified and constant emphasis on common goals. To create and preserve this alignment, effective leadership communication is crucial.

It is also important to understand how HR policies and practices play a part in the achievement of business goals, and horizontal fit refers to the alignment of these.  “For instance, an organisation’s recruitment policies should align with its training and development programmes” (Webster, 2023).

Chaffinch Group employ an Agency to recruit staff.  They check qualifications and experience; however, they do not share Chaffinch Group’s business goals.  Nascimento, Marcon and Neto (2024, p.12) carried out a study on strategic recruitment, the result being businesses can improve their chances of success by proactively anticipating their needs and coordinating their hiring procedures with their strategic goals. This approach would see Chaffinch Group hiring staff whose skillset aligns to their long-term goals.

Then comes performance management.  According to CIPD (2025b) the goal of performance management is to maximise the value that workers provide and is key to success. It seeks to sustain and enhance worker performance in accordance with an organisation's goals. It is a collection of practices that should be viewed as a whole rather than as a single activity (See Appendix C). 

A focus on people practices would see Chaffinch Group proactively hiring the right people; goal setting; offering learning and development opportunities; regularly updating employees on the performance of Calmere House; showing appreciation by rewarding and recognising good performance and behaviours; offering developmental feedback to underperforming employees;  and regular check ins on staff wellbeing and engagement.

All things considered good people practices at Chaffinch Group create a trained, valued and reliable team which is essential to providing the high-quality care needed to fill 100% of resident rooms at Calmere House within six months.


Discuss how Kath could consult and engage with employees to understand why employee turnover at Calmere House has increased. (AC 3.3)

Kath must actively consult and interact with staff members using a variety of feedback techniques to comprehend why turnover has increased at Calmere House. This guarantees that she obtains truthful and precise information regarding the problems impacting employee retention.
According to Flynn (2025) we can determine that exit surveys and interviews are valuable ways to gather feedback when an employee leaves an organisation.  Exit surveys are questionnaires which can remain anonymous, whereas an exit interview is a one-to-one conversation with the leaver and HR representative.  Because exit data provides indicators of whether your people strategy is producing the desired experience for your employees, it can also be utilised to enhance the experience for those who are still employed by the organisation. “Employees are at their most honest when they’re about to leave a company, making exit feedback especially valuable” (Flynn, 2025).  However, according to Sophia (2023) exit interviews/surveys don’t work as effectively as employers hope as Employees who are leaving may be reluctant to give unfavourable reviews for concern that it may harm their references or future employment opportunities.
Kath could choose to consult with her colleagues.  These could be in the form of formal group meetings or informal one-to-one discussions.  According to Acas (2021) Consultation can assist Employers in hearing what the entire organisation has to say.  It can give everyone the opportunity to voice their opinions on matters that impact them; increase work satisfaction and employee engagement; establish trust and maintain positive working relationships.  According to Davies (2025), consultation may seem pointless or time consuming to some leaders and delay decision making.  However, Davies (2025) concludes that Organisations can better utilise employee insights, increase engagement, and match operational procedures with strategic objectives by actively consulting with employees in decision-making processes.  According to CIPD (n.d.)  Employees can feel respected and trusted when employee voice channels function well.  “Leaders have a responsibility to listen to and respond to employees” (CIPD n.d.).
Kath may gain an understanding of the underlying reasons for employee turnover by integrating these methods with HR data analysis.
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APPENDIX A

SWOT ANALYSIS OF CHAFFINCH GROUP

Strengths
· Experienced in running care homes as they are a large care home company.
· They have the resources to invest in Calmere House which has allowed them to update residents’ rooms and facilities.
· Provided employees with greater job security as Chaffinch Group is a large care home.
· They provide a range of support for employees delivered by a dedicated People team.
· Aligned policies and procedures across the Group which have been provided to all employees electronically.

Weaknesses
· As a result of Kath’s autocratic management style Staff absence is rising and staff turnover increasing as they do not like the new culture.  
· Existing residents are moving to alternative care homes as they are not being consulted about changes.  All rooms have been refurbished but look the same and are not bespoke or personal and lack individual character.
· The use of agency workers fills the gap when staff are absent, but their suitability is not checked by Chaffinch Group who undertake no further assessments.

Opportunities
· To fill 100% of their resident rooms and see a return on their investment by consulting with residents.
· Use the People team at Chaffinch Group to support staff to be in the workplace, reducing absenteeism and staff turnover and foster a collaborative and empowering structure.
· Be involved in the assessment of new staff to promote the brand and vision of Calmere House.

Threats
“These generally consist of external forces that could negatively impact on business as usual.  Recommend carrying out a PESTLE analysis to understand the majority of factors in this section and possibly conduct a benchmarking exercise to uncover competitor activities” (CIPD, 2019).
· Competition from other care homes for both residents and employees.














APPENDIX B

“Here are some of the activities you can expect to be involved in as an employee relations specialist. 
· Creating people policies
· Dealing with complex cases, such as disciplinary grievances and appeals
· Supporting the organisation through restructures
· Ensuring engagement is maintained and managers act in a way that involves their staff
· Managing the relationship between the organisation and unions or employee bodies
· Managing consultations and negotiations 
· Dealing with disputes appropriately (for example, mediation or tribunal cases)
· Ensuring managers are upskilled to deal with people in a fair and effective manner
· Overseeing all people practices to ensure they are legally compliant.”

(CIPD,2023c)



































APPENDIX C

PERFORMANCE MANAGEMENT TOOLS 

As documented in CIPD (2025b) performance management ought to be an ongoing process rather than a one-time occurrence. Employee goals should be evaluated and modified in accordance with shifting organisational priorities, and performance reviews and feedback should be conducted on a regular basis.

· Objective Setting – a strong motivational tool that enhances performance.
· Performance Reviews - Monitoring progress towards goals is highly motivating, therefore evaluating and providing feedback on performance is a crucial approach to achieving objectives. Performance evaluations can also be a significant chance for growth and learning.
· Learning and Development – to support growth and underperformance, offering additional learning and development opportunities can be improve knowledge, enhance skillsets and stimulate motivation.
· Reward and Recognition – According to CIPD (2022b) Employers should look to incentivise and recognise staff for achievement of goals and this tool is worth using for effective people management.  However, any reward or recognition given must be fairly appraised so as not to de-motivate the workforce.
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