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Summary



This report outlines my views on Morrisons resourcing and talent planning. I will be discussing my findings with Chloe Phillips, People Manager, Haverfordwest store.

I looked at different aspects of resourcing and talent planning and I also considered the impact that COVID-19 pandemic has changed the process.

My evidence gained was based on a literature review sourced online, from my own experience as a previous People Manager at Haverfordwest and Carmarthen stores and from meetings with Chloe Phillips.







































LO 1&2 – Evaluate Morrisons approach to talent planning and recommended ways to improve.


Morrisons PLC is a Yorkshire based food retailer. It has grown from a market stall in Bradford to one of the UK’s leading supermarket with now having over 110,000 colleagues in over 500 stores, serving over 11 million customers every week.

Part of the Morrisons corporate responsibilities 2019/2020 is looking after our colleagues and the success of our colleagues is dependent on recruiting, developing and retaining the right people.

Morrisons approach to talent planning is predominantly set around the companies six priorities.

Six Priorities

1. Be more competitive 
2. Serve our customers better
3. Find local solutions 
4. Develop popular and useful services
5. Simplify and speed up
6. Make the core supermarket strong again

(EV1+2)

Morrisons approach to talent planning sways more to promoting talent from within the Morrisons business and then a smaller amount of externally recruiting. By following this strategy Morrisons are reducing the time hiring and the potential colleagues track record is at hand and they can source a cultural fit easily. It costs less and strengthens employee’s engagement and retention (Bika 2020).

When recruiting for Morrisons it is clearly determined from the payroll budget. The budget is not set at store level, it is set at head office; they calculate the store sales history, size and layout of the store, where the store is geographically and regionally and any seasonal factors. Seasonal factors can be as with all stores Christmas time, some stores depending on Geographic’s will require extra payroll due to an increase in customer footfall, therefore seasonal staff would be required to ensure the business runs correctly and to give the customers the best experience.

Morrisons work on what they call a contract base, this is shown in a weekly finance report. This report can indicate when the business requires recruitment. The contract base is set to allow flexibility to increase colleagues’ hours when the business requires it or to stay inline with the payroll budget and run the business with no extra hours. However, for this to work correctly you need to have the right hours in the right place. This will need to be monitored by the store manager and the people manager and they need to move staff depending on the hours they work and their skills across the business, this could be within the same store or another store within traveling distance.(EV3+4)

Workforce management (right hours right place) is placing the right people in the right place at the right time. This can separate the excellent companies from the competition, it is about teamwork for it to work efficiently (Burley 2020).

CIPD – States that ‘workforce planning describes the continued alignment of needs and priorities of the organisation to ensure it can meet legislation, regulatory, service and production requirements as well as organizational objectives (CIPD 2020).
Succession planning is essential within Morrisons so that skilled areas are fully covered. A talent pipeline supports this, a colleague can show an interest, or a manager can identify a potential talent. Every colleague has an annual career discussion and a performance review, from these discussions a clear development plan can be created for the colleague. This can also give the manager developing the colleague an outlook into what areas the colleague needs to work on and it can also determine if the colleague is capable or actually wants to achieve the progression (will or skill).(EV4+5).

78.9% of males and 73.5% of females are in employment of which 16,3% are in wholesale and retail trade. 16.3% are in accommodation and food services and 18.6% are in the human, heath and social work activities (nomis).

The employment rate in Pembrokeshire is very much on par with Wales as a whole. More people in Pembrokeshire are self employed compared to employed. There is a higher amount of retired people in Pembrokeshire in comparison to across Wales. Pembrokeshire has a lower rate of people with no qualifications, and a higher rate of people with degree equivalent qualifications in comparison with the Welsh average. Even with these statistics Pembrokeshire has a skill shortage, this suggests that it is the quantity and access to labour rather than the quality of labour (Pembrokeshire Economic Profile).

Haverfordwest is renowned for being a retirement destination. Younger generations leave Pembrokeshire to pursue their education and career prospects leaving a shortfall of potential graduates joining the Morrisons graduate scheme.

The Open University states that the majority of organisations in surveys across Wales, 92% struggled to find workers with the right skill set. This means that Welsh employers are having to pay a higher financial price to ensure the business have the right skill set to remain productive. The shortfalls in skills is costing companies recruitment costs, extra salaries, temporary staffing, and the cost of the staff hired with less skills than are required for the positions. This led to Welsh employers having to leave roles vacant due to lack of skills. It is crucial that Welsh companies have a more sustainable approach. Investing in work-based training will allow better training and development and will result in a more motivational loyal and productive workforce (Thomas 2020).







Morrisons Talent Pipeline

Pathways


Morrisons pathway programme is designed to help people move through the business. It is structured to provide development and experience to progress to the next level. A colleague would develop to a team manager and a team manger would develop to a deputy manager and a deputy manger to a store manager. All candidates must display the correct behavioral qualities and have gained endorsements from the store manager and the people manager to go on to pathways. When the business feels that the candidate has successfully completed the programme they will attend an assessment Centre, where they will complete various assessments of their learnings and demonstrate this by presenting and answering key questions. A successful candidate would be placed in a role for a 12-week period, this is called ‘safe hands’ this allows the candidate to gain experience and demonstrate the skills they have learnt. The ‘safe hands’ is monitored with reviews and feedback, once successfully completed they would attend a ‘sign off’ assessment. The successful candidate is placed in stores with available positions this could be within a 25-mile radius (EV7).


Graduate Scheme.


Morrisons graduate scheme is available to 25-year-old and under, who have gained a 2.1 or above degree. The scheme is available to internal or external candidates yearly. Morrisons runs 10 graduate schemes these are in manufacturing, logistics, supply chain, technology and digital, finance, buying, engineering, corporate, people and retail. The graduate scheme is managed via head office and the application process is based on interviews, tests and assessment centers. The graduate will be part of the leadership team with the potential to be a store manager within 2 years (EV6).

 Apprenticeships


Morrisons offers apprentice schemes this is an opportunity to work in a retail environment, whilst earning cash and gaining a qualification. The scheme develops skills both behavioral and operationally, it can be the starting block to building a future career within the business.

Morrisons also offers skilled apprenticeship schemes for existing colleagues in Butchery, bakery and for fish mongers. The scheme is for 2 years, the colleague is mentored by existing experienced skilled colleagues and are reviewed monthly by a training officer. On successful completion they will receive a certificate from Cambrian training, and they will also receive a pay increase (EV6).




Conclusion.

My conclusion when reviewing Morrisons current talent planning in Haverfordwest store is that being in a labour market of fewer jobs, managers decide to stay in positions until retirement which can have a negative impact on progression within the store. The nearest store geographically is 30 miles away, this impacts the opportunity for development in Haverfordwest and can lead colleagues with great experience and potential to leave to progress their careers elsewhere. It would benefit the succession of candidates if they had a relocation package or have travel costs provided, as they can not be out of pocket. This would benefit the business but could be very costly to the company.

The graduate scheme is restricting as it is only open to 25-year-old and under. This stops mature graduates applying, mature graduates tend to have more experience. Younger graduates are hungry and are already in a learning mindset. However, it can be overwhelming being placed in a management position with little or no experience, in a busy day to day environment. This could have a negative impact on them, and they could be unable to continue with the scheme. I feel that by opening this to mature graduates also could support the business.

Morrisons pathway scheme has been adapted to become an excellent tool for the business it means that every candidate has the same opportunity and it is consistent with its outcome. Speaking to Chloe Phillips and from my own previous experience I believe it becomes hard for the individual stores as there is no training and development plan factored into the payroll budget. This can impact the store and requires careful planning, as areas will maybe have to run on fewer hours to accommodate costs. The training could be funded centrally by head office to support this or a training budget could be part of the payroll budget.






















LO3 – Contributing to people resourcing.

On 23rd January 2020 Morrisons announced a re-structure for all management positions this could potentially affect 3000 jobs. When I was people manager for Morrisons I was involved in a previous management restructure and I ensured that the whole process ran smoothy and professionally.

The restructure was a 45-day consultation period for all senior and team managers. Brexit was viewed as the main reason that for the change, as sales were down 1.7% like for like. Morrisons structure was very top heavy in comparison to their competitors.

The new structure was due to commence on 30th March 2020(EV8). The new structure meant that the new manager roles had a large departments to manage, therefore recruitment of general assistants was necessary to fill any shortfalls in areas that were understaffed and for the manager to be able to fulfill their role fully. COVID-19 pandemic effected this process and the restructure was postponed until 1st June 2020.

The COVID-19 pandemic had a huge effect on the business and the decision to postpone the restructure, resulted in further consultation meetings with all that were affected. The delay protected the business during the difficult time and kept experienced managers in the business.

 When ‘lockdown’ was announced on 23rd March 2020, this enforced the temporary closure of the Bakery, Deli, Oven fresh, Fish counter, Butchery counter, and the Customer Café as these were fresh food prep areas. This resulted in an immediate plan to deploy the colleagues to other departments according to the need of the business.

The business looked at the need of the customer by introducing a home shopping department to a large number if its stores, head office decided that Haverfordwest store would be one of these. The information was received by the store on 26th March 2020 and it was expected that the live date for opening would be 6th April 2020, just ten days later (EV10)

The store received a recruitment guide which outlined a clear guidance on the recruitment required (EV9). The guide stated that the process would take 14 weeks, however due to the demand for home delivery for the business and the customer the onboard process was drastically changed (EV9). Morrisons head office created blanket vacancies, this was a ten-minute conversation instead of the normal process of a 45 minutes procedure consisting of a shop floor activity, situational role plays and an interview (EV9). Communication was key between the store and head office to ensure that the correct procedures were adhered to and the deadlines were met.

The required roles were advertised through Morrisons official careers site for external candidates and through social media and word of mouth for internal candidates, this generated the interest from friends and family. The process allowed for interview slots of 10 minutes intervals. The interviews were held by the people team and the home shopping manager. The interviews were held over 2 days, once complete decisions were made of who to recruit (EV10). 

All successful candidates were informed with an offer of employment. Right to work in the UK checks were required (Morrisons.jobs). Right to works are to prevent illegal working in the UK (Gov.uk). Morrisons protects itself by ensuring all stages comply with legislative procedure. All procedures comply with the equality act and ACAS. The home shopping drivers also required DVLA license checks and DBS checks to show if there are any unspent convictions.

All the new colleagues required an induction to cover health and safety, fire safety and food safety, along side general information about Morisons. Due to my previous people manager experience, I supported with the induction process. The COVID-19 pandemic meant we had to consider social distancing when planning. The job induction was planned over 3 days and due to the small size of the training room we decided to use the staff canteen, where we could space the chairs out. We required everyone to complete a track and trace form and hand sanitizer was provided. (EV10).

I supported the onboarding and the home shopping team and on reflection I feel that although it was vastly different to the normal procedures, it was completed fully and within the guidelines and timescale. All policies and legal requirements were in place to protect the business as well as the employee. In my opinion from my previous experience as a people manager at Morisons the 10-minute interview process would not be suitable to use long term. The short interview process does not allow you to gain enough information to be able to make informed decisions, although it did allow for more interviews to happen in just a few days. The Morrisons interview process allows to focus on behaviors and excellent customer service skills within the Morrisons values (EV9) this allows you to gain knowledge about the candidate as you have more time to assess the caliber of the interviewee (EV9).

Morrisons changed its core purpose in response to COVID-19. This was to provide reassurance to the customer and reflect the extent of the role it sees itself playing in ‘feeding the nation’ (Hammett).

“The company has paid a lot of attention to its core purpose. It isn’t what they do or how they do it, it’s why a company exists and we are currently believe the biggest contribution we can make in the country is playing our full part in ‘feeding the nation” (Potts)

Morrisons immediately made payments to its smaller suppliers to help with the cashflow. They also launched a new range of simple to order food parcels and set up dedicated call customer call center’s for orders from customers who do not online shop (Hammett).

Morrisons also looked after their people by setting up a colleague hardship fund to support colleagues who are in financial difficulty and also paid any colleagues full sick pay if they were off with the virus or shielding, even if they were not normally eligible.

Morrisons amid COVID-19 were reporting a 3% increase in profit for the year, and for a six-week period during COVID-19 like for like sales increased by 5%.  Morrisons put itself in a better place to with stand COVID-19, this predominantly due to it being more of cash-generated business. This allowed it to compassionate in its response to the pandemic (Breteton).
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About Us

Strategy

We have six priorities for the business, as we rebuild the company by defining and
strengthening the brand, we will:

Be more competitive

To be more competitive means helping customers make every penny go further, saving them money on the
everyday items they want and need. We use our expertise as food makers and shopkeepers to ensure that our
own brand products offer the best possible quality at the best possible price.

Serve our customers better
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We listen to our customers and make changes across the business that are lead by what they tell us. We are
always improving what we offer shoppers, and work hard to make the right colleagues available in the right
place at the right time.

Find local solutions

We want to deliver those solutions that benefit each store’s community. That could be anything from
stocking locally produced food favourites to creating a filter lane in to a petrol station that best suits the
nearby traffic flow. If we listen to what our local customers want it becomes meaningful at a national level.

Develop popular and useful services

Our aim is to offer customers a one-stop-shop and give them more of what they want on a shopping trip.
We continue to refresh what our stores and cafés offer and install practical services that shoppers appreciate,
like key cutting, mobile phone repair stations and pick-up points that are compatible with leading online

retailers.

Simplify and speed up
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Simplify and speed up

We continue to simplify and speed up, building a culture based on teamwork with a clear and consistent way
of working. We aim to be cost conscious and create a leaner, efficient business that's more responsive to

customers.

Make the core supermarkets strong again

We continue to refit and refresh our stores and cafés, incorperating ideas that have been suggested by
customers and staff. Our ‘Fresh Look’ is helping improve the shopping trip and demonstrate just how much
we care about the food we sell and make ourselves. Market Street and the craft skills of colleagues make

Morrisons different and are truly valued by customers.
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Careers

Home Life at Morrisons Our teams Early careers Locations Apply ) Search jobs

Our Future

OUR FUTURE

To make and provide food we're all proud of, where everyone's
effort is worthwhile, so more and more people can afford to enjoy
eating well.

Our four sets Our six
of ambitions priorities
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Customers Colleagues

o The freshest food that's great value for money

A manager who helps and supports me

« A good quality grocery offer across a wide range of brands The opportunity to succeed

« Friendly people who go the extra mile The tools and training to do my job

« You can get what you want and it's easy to shop A fair day's pay for a fair day's work

 You can see we are foodmakers on Market Street

To be treated with respect

* We have food experts who help you get what you want and offer advice

Suppliers Shareholders

« Simplify the way we buy and sell « Shareholders

« Getting the offer right — less is more « Focus on the core

« Known for Market Street quality and new product « Recover then grow

« Driving profitable growth « Build a stronger balance sheet
« Relationships that last with long term plans « Create shareholder value

« Building trust by doing what we say
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My Performance - First Half Conversations

It’s incredible to think the first half will soon be over, particularly given everything we've accomplished together in recent months. This year,
more than ever, it's important we take time to reflect on our efforts and performance, and really celebrate our achievements and learning

as we've responded to the crisis.
Given how different the first half has been to a ‘normal’ year, we’'ll simplify the mid-year performance process as follows:

« Performance conversation - everyone should already be having regular catch-ups with their line manager, and should use one of
these to discuss first half performance before Sunday 30th August. This conversation will be a good opportunity to review your
contribution, discuss what you've learned, catch-up on career thinking and set objectives for the second half

« My Performance system - there'll be no need to record anything in My Performance for half one, and we won't be giving mid-year
performance ratings. Instead, we'll be discussing mid-year potential ratings and, in cases of underperformance, supporting our
colleagues with a detailed action plan via the My Performance system in September

« Store Managers - please ensure you liaise with your Regional People Manager around the amended mid-year process

| know you're all continuing to work very hard, as we build further momentum out of the crisis. Thank you for everything you're doing to play
your full part, it's making a very significant difference.

Thank you
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Home - Early careers - Graduates

Graduates

Meeting the demand caused by the coronavirus crisis has really shown us what’s
possible in the future. And because our graduates are our future business leaders,
our many different graduate schemes will provide you with the skills, experiences
and personal qualities you need to be a big success. Supported every step of the

way by a buddy, mentor and our managers, you'll take on new responsibilities from
the very start and be given the chance to manage teams and projects. Feeding the
nation and doing the right thing for our customers and colleagues is what drives
us, whatever scheme you're applying for.
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Retail

Learn to be a retail leader moving through
different management roles across the store on

our exciting 2-year scheme.

Read more

Manufacturing

Enjoy working on live projects as part of different
teams with the UK’s 2nd largest fresh food

manufacturer.

Finance

Read more

Logistics

Working in our logistics sites getting the product
to our customers is an immense and complex
operation. Discover how the operation works
from the warehouse to despatch. ... Read more

Vi del
Technology & Digital
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Home - Early careers - Apprentices

Apprentices

Our apprenticeships offer you the chance to find out what life is like inside a
business that’s leading the way when it comes to feeding the nation. Not to
mention earning cash while you learn and study towards a qualification.

Having recently left school you'll develop your skills and career at the heart of the
action. You'll enjoy lots of training and support and the opportunity to impact on
the success of a leading business.

B | 0N 2 Y T
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West Cluster Meeting

Date: 14.01.20

Meeting attendees:

Agenda

Update on current cluster position; who's working where, potential pathways cover, sign off dates
Potential store succession planning Names for future assessment centres

What are our agreed development ambitions for the year ahead

Agreed actions and timescales

Date of next meeting
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Proposed Management Structure Change

1 write following a briefing which took place on 19th March 2020 following an update regarding
the managerent structure change proposal. As you know, following the recent management
restructure activity new structures are due to go live from Monday 30th March

*Thank you for joining me today. | want to share with you an important business update. | am
going to be reading from a script to make sure | share al of the key messages with you. The
same script will be delivered to all managers across all stores today.

As you know, our new structures are due to go live from Monday 30th March.

For a number of reasons we've now decided to extend the consultation period for up
to an additional 8 weeks, and this has been discussed with the Sata National Officer.
We'll shortly be arranging a call with the colleague representatives for senior
colleagues. The reasons for this decision are:

- Following the outcome of the selection process, there are still many ongoing

conversations regarding the step down hours available to colleagues, and
some appeals against placement decisions that we need to work through to
get the right outcome for colleagues and the business

- At the same time we’re now dealing with the unprecedented challenge posed by
Coronavirus (Covid-19), and we want to support colleagues through these
uncertain times by offering those who were due to leave the business through
redundancy, extended employment with us

- Also as a result of the Coronavirus, and the Government advice around
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- Also as a result of the Coronavirus, and the Government advice around

non-essential travel, we're not able to provide planned training to managers in
the skills required for their new roles. So as a result we need to review the
training methodology to ensure we're able to fully equip the managers in the
new structure to be able to fulfil their role to the best of their abilities. This will
take time to work through

- We also recognise we have a duty to strengthen and protect our supply chain,

as we play our full part in feeding the nation throughout this crisis. To do this
we need the help and support of all our colleagues.

For these reasons we're confirming to all colleagues affected by the restructure in
that the consultation period will be extended. It's anticipated that the new structures
will go live within 8 weeks, and as soon as we have clarity on this date we’ll confirm it
to representatives and let everyone know. Those colleagues who were unsuccessful
in selection will then be served their notices of termination.

1 would like to set up a call with you to explain in more detail what this means for you and
(insert contact details and times in here)

Yours sincerely

Manager Name
Store Manager
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Explain the selection criteria which will be used;

- Individual Statement against Ways of Working subrmitted by the affected
manager by 9th February.

- 2019720 Mid Year My Performance Score

- 2019720 End of Year My Performance Calibration Score

- 2019720 Mid Year Talent Potential Rating,

- 2019/20 End of Year Talent Potential Calibration Rating

- Individual Statement against Ways of Working

- Ways of Working Interview Ops Manager Only: Interview Scoring for
Operations Manager.
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Scoring: (Tick as appropriate)

Appears unapproachable or disinterested Has a friendly & approachable style Gives customer their full attention and builds
rapport confidently
Interrupts custorner/does not pay attention Listens to customer Carefully considers the customer's specific
needs
Poor awareness of produicts Suggests products which fit the Passionately describes sitable products and
customer's needs champions Market Street in general
Makes assumptions about the customer's Makes suggestions and checks that Makes every decision with the customer's
needs the custorer is in agreement specific requirements in mind
Limited Evidence Some Evidence Strong Evidence
Does not make a connection with the custorner. | Listens to the customer's needs and provides | Delights the custorer with their willingness to assist
Appears rushed and disinterested a great customer experience, promoting and strong product knowledge. Bilds rapport easily
Morrison's s a great place to shop. and checks that the customer is satisfied with
suggestions
Poor (1) Good (2) Great (3)
Total: B

Closing the interview:

Remember that every candidate is a potential customer.

Thank the candidate for attending and then talk through the following points...
* Rates of pay
» Company benefits and holidays

* Uniform policy

e Nex steps and outicome
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Market Street Role Play:
‘Customer First and Listening & Responding’

This exercise is great for understanding the candidate's awareness of products and different customer base expectations

Assessor Brief

In this section of the assessment, the assessor and candidate will take part in a short role play. There are 2 options that the assessor should choose from,

detailed below.

The assessor takes on the customer role and the candidate plays the customer assistant.

Please Note: It is important to remember to make this a great experience for the candidate as this may be the section of the day that they feel most
nervous about. There is no need to play the part of a ‘challenging’ customer, the experience should be fun and light-hearted.

Setting the Scene

Please explain to the candidate that they should wait in Market Street and that you will shorlly approach them, at which time you will be 'in role’ as a custorer
with & query. Let them know that whilst they wait for you they should familiarise themselves with the products and departments within Market Street. Explain

that the role play should last around 5-10 minutes

Scenarios

See next page for scenarios.

Role Play 1: Summer BBQ

The assessor plays the role of a customer who has seen the great weather
forecast for the weekend and is planning to throw a bbq at home. They
have not held a BBQ before but have attended many. The assessor should
approach the candidate to seek advice on what they should purchase for
the party to cater for a variety of guests

Role Play 2: Party with Friends

The assessor shouid play the role of the customer who has invited friends
around to their home to celebrate their upcoming birthday and would like
to ensure that they have everything they need for the occasion. The
assessor should approach the candidate to seek advice on what they
might need to buy to make the party a great success
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Limited Evidence Some Evidence Strong Evidence
Does not demonstrate consideration offar interest in profit | Demonstrates some evidence of improving sales. | Strang evidence of ensuring that sales opporturities are
and loss. Limited interest in Marrisons, Enthusiastic aboLt the company. maximised. Recagnises Morrisons as a great place ta wark,
has researched the company thoroughly.
Poor (1) Good (2) Great (3)
Total: B

Store Walk & Morrisons Favourites Activity:
(Non-scored)

Following the interview, the assessor should take the candidate on a store walk to familiarise them with the store and put the candidate at ease
Particular focus should be given to touring Market Street.
The assessor should then ask the candidate to take them to their favourite Market Street product and explain why they favour this item
The assessor can prompt but should allow the candidate to lead the discussion as much as possible
This exercise should last a maximum of 20 minutes {10 minutes tour & 10 minutes activity )
Although this activity is not scored, the assessor should consider the following:
+ The candidate's ability to talk about products and their passion for food

# Their understanding of Morrisons as a business
+ How comfortable the candidate is on a shop floor

Notes:
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Scoring: (Please circle)

Limited Evidence
Does not demanstrate full understanding. Seeks feedback
when requested to or not at al

Some Evidence
Works at pace and with attention to detail. Happy to
take feedhack on baard

Strong Evidence
Confidently and professionally shares ideas with cthers
cansidering the bigger picture, working hard to exceed

expectations. Seeks feedhack fram cthers to enhance and

improve results.

Poor (1)

Good (2)

Great 3)

Total: B

Selling, control costs, growing profits, removing waste: We sell and stock to grow sales, control costs and grow profits

Q9: If you worked for s as a Customer Assistant and it came to your attention that
several customers had asked for the same seasonal product which had quickly
gone out of stock, what actions would you take?

- Why would it be important to take this action?
- What effect do you think this would have on the customer's shopping experience?

Q10: In which business area do you think that Morrisons has further opportunity
to grow?

- Whythis particular aspect?
- How does this compare to ather supermarkets?

Notes:

Notes:

Scoring: (Please circle)

Limited Evidence
Daes not demonstrate consideration offor interest in profit
and loss. Limited interest in Morrisons

Some Evidence
Demonstrates some evidence of improving sales
Enthusiastic abaut the company.

Strong Evidence
Strong evidence of ensuring that sales oppartunities are
maximised. Recognises Morrisons as a great place to work,
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Scoring: (Please circle)

Limited Evidence Some Evidence Strong Evidence
Lacks initative and desire to da the right thing. Lacks abilty to | Takes time to consider the hest way to do things, Confidently and professionally shares ideas whilst
take ownership and make decisians has the company's best interests in all that they do. cansidering others. Seeks feedhack from others
Poor (1) Good (2) Great (3)
Total

Listening hard and responding quickly whenever possible: VWe're listering hard and responding qUIcKly wherever possible

G7: Imagine that you have been working for us for several years and have
recently trained a new starter. The new starter has provided feedback relating to
how you prioritise your workload. You have never received any comments
regarding this before. How would you respond?

- Whyis it necessary to respond?
- What other options might you take?

G8: Give me an example of when something didn't go to plan

- How did you react to this?
- What was the outcome?

Notes:

Notes:

Scoring: (Please circle)

Limited Evidence Some Evidence Strong Evidence
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- Why do yau feel that this would be the right decisian?

- Whydid you get involved?
- What did you do?

Notes:

Notes:

Scoring: (Please circle)

Limited Evidence
Does not demonstrate team work and is not able to give
examples of this

Some Evidence
Is a teamn player and works well with others towards
a common goal

Strong Evidence
Thrives in a team environment. Goes over and above to help
the team.

Poor (1)

Good (2)

Great (3)

Total: B

Freedom to make decisions within the 6 priorities: Morrison's has a plan and | have freedom to make decisions within the & priorities

G5: Imagine that you work for us in customer service. If a customer visited store
to tell you that she buys our fresh cream doughnuts every week and that on this
occasion she'd like a refund as they were stale - they cost less than £2 and the
customer has brought her receipt but not the item - what would you do?

- Why do you fesl that this is the right decision?

Q6: When was the last time you made a suggestion about what you felt was the
‘right’ way to do something?

- Whatfeedback did you receive?
- What did you leam from this experience?

Notes:

Notes:
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Customer First: YWe put customers first. It's just part of how we think and who we are.

Q1: If you were working in-store and a customer told you that they're struggling
with their weekly shop as they have poor eyesight what would you do to ensure
that you could help them?

- How could you be sure you fully understood what the person wanted?

- What would you do ahout the work that you had been in the middle of?

Q2: When was the last time you were in a situation where someone you were
trying to help / a customer was rude or disrespectful to you?

- How did you feel?
- What did you do to respond?

Notes:

Notes:

Scoring: (Please circle)

Limited Evidence
Does not take ownership of the situation or find a solution
Does not put the customer first

Some Evidence
Aims to provide a great customer experience
however lacks detail on how they deliver this

Strong Evidence
Aways pLts the customer at the heart of what they do.
Ensuring a memorable customer service by going the exira
mile

Poor (1)

Good (2)

Great (3)

Total: B

Teamworl

+Means working togethier — each of Us can orlly do 5o much on our own and we'll go further together:

G3: Imagine you work for us as a night shift team member whose busy shift has
just ended. As you are leaving you see that a colleague is struggling alone with 2
large stock delivery, what would you do?

- Why do yau feel that this would be the right decisian?

Qa: When was the last time you had to be particularly supportive towards
someone?

- Whydid you get involved?
- What did you do?
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INTI

The following questions are designied to put the candidate at ease and to break the ice. Remermber...they are not evaluated or scored.

Tell me a little bit about yourself. \What do you like doing outside of work? What are your hobbies and interests?

What's your proudest moment? This can be a personal or professional achieverent

JMPETENCY INTERVIEW QUESTIONS:

omer First: Ve put customers first. It's just part of how we think and who we are
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CUSTOMER ASSISTANT INTERVIEW PACK

iew.

Thi:

'OW TO USE THIS PACK

he interview s split into 4 parts:

interview pack includes all the tools you need to conduct a great inter
Print off a pack for each candidate and make sure you complete all the sections (to keep it legal and fair).

Morrisons

Since 1899

CANDIDATE INFO:

Candidates Name:

Assessors Name:

Date of interview:

Role applying for:

AVAILABILITY:

Min hours:

Max hours:

Flexibility:

Notice/Holidays:

OVERALL SCORING:

Competency Interview s
Market Street Role Play ]
TOTAL: 18

OUTCOME: (Must score higher than 12 to be offered.)

Offer

Reject

Role to offer:

Contracted hours:

Hourly rate:
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Hope you are well

1. What do you like about the current recruitrment process?
This process meart that we were able to fill our Home Delivery vacancies very quickly. The majority we filled in one day!

2. What do you dislike about the current recritment process?
At points we became very concerned at the numbers of walk ins as we were flooded and unable to fully adhere to social distancing. People were emailed just to attend the
store with their RTW documents to have an interview. We had no sight of this or prior communication that head ofiice were going to send oLt invites to people. Therefore we
were unable to manage our time and people were arfiving and having to be tumed

away and disappointed as no managers were available to conduct the interviews. This could be seen as brand damaging during a time where people were frartically looking
for piarle
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Retail Recruitment Score Card
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Job Description

Name

Offer Accepted

H/D Team Leader
(36.75hrs)

H/D Team Leader
(21 hrs)

H/D Team Leader
(21hrs)

H/D Team Leader
(30 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)

H/D Picker (16 hrs)
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We're looking for people like
you. Do you know someone?

Ifyouhavea

who’s employment has been affected
by Covid-19 then we want to meet
them.

Here’s what they need to do:

Ask your friend or family member to visit the store they
would like to apply to. They'll need to take along their right
to work documentation (and drivers licence if applying for
a driving role) and a member of the People or Management
team will talk them through the roles available and next
steps.

We will try our best to accommodate as many family and
friends as possible. We have shared a poster on
Colleague Facebook which we invite you to share

on your own personal social media accounts.

Morrisons
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We’'re recruiting.

Temporary Home Delivery Drivers, Customer
Assistants (Pickers) and Customer Assistants

Interested?
Visit the store you're interested in, along
with your right to work documentation
(and driving licence if interested in
driver jobs) and let them know |
have referred you.

*Please note, vacancies are sublect o avalablty and this can change dally.
++Permanent vacancies wil il be managed through wiimorrions obs
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Temporary Home Delivery
opportunities:

(Check the lst below to see which stores we'e recrutingin:

R
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foresy )
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Fwd: Home Delivery Updates

Jenny Hutchinson <jenny.hutchinson@morrisonsple.co.uks
10 South, Aysha, Matt, Zoe, Jo, Pamela, Jonathan, Zoe, Nicola, Lorna +

Afternoon,
Couple of updates for you

- Department 16 Home Delivery is now set up for your store in PeopleSoft for the following roles
HD Team Manager
HD Team Leader
HD Driver
HD Customer Assistant (includes C & C colleagues)

- Colleagues with a HD driver role in PeopleSoft will receive 80p per hour supplement for all hours worked
supplement added for all hours that they drive, this can be found in the drop down box on payroll

@ Tue, 24 Mar, 12:57

RAER N

Anyone who is a reserve driver (hourly paid) will need the

- Allocated uniform order should be with you later this week or next. | can't confirm exact amounts of each size but have requested some of each as mentioned on call

You wil receive some differences to normal issue
Green t-shirts
Regatta coats for drivers and will arrive separately direct from supplier
Stores with containers outside will receive additional coats
High vis vests / safety shoes for drivers

- Payroll will be fully funded from next week to allow for training.  This will show on your bridge next week
When you get your payroll result next Tuesday, it will be in your PTD and YTD

n Timee - due to rurrent valumes. the van denart fimee have heen temnararil: amended o differant fram the temnlate that Linclidsd in vyour By

Plan and
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Chioe Phillips <chloe.phillips@morrisonsplc.co.uk> P
‘Sun 13/09/2020 17:32 9 9 >
To: You

1 can confirm that Sarah Mason had numerous meetings and conversations with Myself, Shaun Bird Store Manager and Team Managers.
Sarah supported with the induction and on boarding of the home shopping team and supported the Home shopping team manager with recruitment and training.
This has given her the information to fully complete her portfolio.

Chioe Phillips

People Manager
Haverfordwest 273

Chioe phillips, People Manager.

Feeding the Nation

#itsMoreThanOurjob

Wm Morrison Supermarkets Pic is registered in England with number 358949. The registered office of the company is situated at Gain Lane, Bradford, West Yorkshire BD3 7DL. This email
and any attachments are intended for the addressee(s) only and may be confidential.
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