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LO1 Be able to plan for the implantation of change processes within an organisation. 
 
Within the modern organisational world, change is unavoidable and there are a number of internal and external factors which may cause organisational change. Small business 
changes occur continuously and given the frequency, highlights how vital effective change management is including its key components which aid success; identifying the 
change, resourcing, utilising data to evaluate, communication and celebrating success (Taylor and Woodhams, 2016). Since returning to “normal” operation conditions 
following the pandemic in particular the business closure, Bluestone has seen an increase in turnover and difficulty in retaining employees (EV1). EV1 is the summary of the 
data collated for the monthly people services report shared with the data. It shows attrition rates, leavers, starters, stability ratio and other key people analytics. Whilst some 
of the data (EV1) was skewed due to the pandemic, and leavers during the furlough scheme not coming to light until the business was back in operation, the attrition rate 
was 37.8% with a stability ratio of 68%. There were also some concerning trends highlighted within the data including 70% of leavers in the past 12 months being female and 
the second highest reason for leaving being “more suitable hours” and the third “family related reason, and 58% of leavers leaving before 2 years’ service alongside 30% 
within the first year. Based on the data collated in June/July 2021 – it was evident we needed to implement retention strategies. However, in order to do this, it was also 
evident that we needed a more in depth understanding of the reasons for leaving. The People Services team committed to doing a deeper analysis of the reasons for leaving 
and looking at the offboarding process to capture more data, review the triggers for leaving and gain a fuller understanding of the employee experience as the business’ 
current processes do not spend as much time understanding leavers as it does with onboarding. The benefits of doing so, would allow for more insight into concerns, and 
ensure action is taken, also potential to prevent resignations in the first place with the aim of reducing the attrition rates, increasing retention and engagement by listening 
to our people.  
 
The review of the offboarding processes, and implementing change impacted all line managers, where it became mandatory for all line managers to participate in leaver 
activities. Therefore, clear communication around the reasons for implementing change, instruction and where necessary training are essential to its success. This also 
impacted the people services team who are required to analyse the data therefore ensuring the team has bought into and understands the reasons for implementing change. 
The change will also impact any potential leavers from the business. The initial review of the offboarding process required the people services team to apply a time resource 
with a number of activities e.g. mapping out original processes, mind-mapping suggestions for improvements, liaising with line managers to support with the new process, 
market research and drafting appropriate solutions for board sign off. It also required an IT resource by finding an IT platform for the offboarding activities identified by the 
people services team. 
 
A change management plan details the planning phase within a change management model. It lays out the breadth, communication plan and the required resources for the 
process. For change management to be successful it is reliant on four core principles – understanding the change, planning the change, implementing the change and 
communicating the change. Change management plans must be right for the organisation, however all will consider sponsorship, involvement, buy-in and impact. Sponsorship 
is how high-level support will be secured, engaged and utilised (Mind Tools, 2021). The monthly people services report (EV1) had been highlighting the concerning issue of 
attrition and retention to the board for several months, therefore it was of no surprise and was a factor on their agenda during their board meetings. All suggestions were 
welcomed and supported by the board in relation to these concerns. Involvement is who is the right person to design and implement the change. The people services team 
have a significant role to play in change management process often directing the change from behind the scenes, requiring the ability to apply situational judgement and 
demonstrate moral integrity as they become trusted advisors. The people services are also best placed as practitioners with a requirement to uphold professional standards, 
alongside core knowledge in the profession map under people practice includes knowledge of the employee lifecycle, including offboarding (CIPD, 2021). Buy-in ensures 
change is effective, by having the support from everyone across the organisation and impact includes what success should look like i.e. identifying goals (Mind Tools, 2021). 
EV2 is a change plan detailing the current state as previously discussed, the change to take place, the actions to be taken, the impacted parties, the responsible person and 
the time scales.  
 



LO2 Be able to implement a change plan. 
 
In line with the change plan, the change to occur was to implement an exit interview for all leavers to be mandated to all line managers and carried out during the notice 
period. A number of actions were to be taken to enable this change to take place. The first part was to draft the exit interview content and gain feedback from stakeholders. 
EV10 is the drafted exit interview and EV7 is this being sent to my line manager and another colleague from the department for feedback. EV4, EV6 demonstrates liaising 
with the relevant IT employees to identify the best platform to create the exit interview. Following feedback, a platform was identified. EV9 is an email from me to my line 
manager with some suggestions following a first draft created. EV11 is the communication of the new process to the senior leaders of the business with the justification, 
rationale and the new process. EV12 is the new online survey. The internal stakeholders involved in this change process included the IT department, the people services team, 
senior management team and the board. The external stakeholder to the change initiative was an independent consultant. Bluestone utilises a consultancy called insight 6 
to analyse guest satisfaction feedback, for mystery shopper purposes and more recently employee survey feedback. The company offers an online portal providing real time 
data and summaries. EV3 shows me providing information to insight 6 clarifying our approach. EV6 is an email to our IT team outlining my intentions for the original IT solution 
identified. EV9 is providing information to my line manager with feedback. EV11 is providing the complete information to the senior management team. 
 
Good working relationships require key factors such as trust, respect, self-awareness, inclusion and open communication. Trusting team members can result in being open 
and honest about your thoughts and actions. Teams should work together having mutual respect having value for everyone's input into the team and utilising each other to 
find solutions based on collective creativity, wisdom and insight. Individuals should be self-aware and take responsibility for your own words and actions. Also accepting and 
welcoming other people and opinions, factoring in their insights, perspective or culture. Lastly, open and honest communication is essential for all relationships ensuring 
better connections with others. Positive work relationships support change management initiatives as the more at ease colleagues feel around each other they will feel they 
can voice their opinions, and have confidence to go along with change. Teamwork is an essential factor in embracing change and ensuring creativity and innovation. It becomes 
evident to people that there is success in working in this way, impacting morale and productivity. Positive working relationships also prevent time spent on dealing with 
conflict and negativity, instead on opportunities. At Bluestone the people services team are committed to building positive working relationships by identifying the needs of 
the relationship, developing our people skills, focussing on emotional intelligence, practicing mindful listening, scheduling time to build relationships, managing boundaries 
and appreciating others, we strive to be positive and given the professional nature of our roles, avoid the “office politics” (MindTools, 2021). According to CIPD (2021), one 
of the issues which can occur during the change management process is resistance to the change – which can be on an individual or group basis. This can take form as acts to 
block or disrupt change attempts. This highlights the importance of positive working relationships during the change process. Broadly, there are two types of resistance – the 
content i.e. the specific change, or the process i.e. the way it is introduced rather than the actual change. It is also important to note that not all resistance is negative. This 
highlights the importance of communication and ensuring people do not feel threatened, uncertain and concerned around their competence with the change (EV11). 
Following implementation, EV9 is an email from myself to my line manager with some observations around the content of the exit interview with some amendments to be 
made and EV3 is an email clarifying the content. EV14 is an email from my line manager confirming my involvement in implementing the change and EV16 is evidence from 
one of our senior management team confirming the effectiveness of the process in order to have meaningful conversations with their teams. The change process is in an 
electronic format, which allows the business to benefit from real time data and leaver information and maintains a log of this. The change plan will remain on our HR hub 
within the intranet alongside our other change initiatives, to allow the team to review its effectiveness alongside the original objectives set. This will form part of the agenda 
of our monthly strategy meeting and captured within the monthly minutes.  

 
 
 



LO3 Be able to assess the impact of change processes within an organisation.  
 
There is growing pressure to ensure measurement strategies within change management frameworks as people analytics are becoming an expectation by many organisations. 
Measurements will vary depending on the project, however most strategies will include the activities tasked to complete and the outcomes of the activities at both individual 
and organisational levels. Examples of some measures can include compliance reports, engagement and participation measures, feedback, tracking activities in line with the 
change plan, communication deliveries and effectiveness (Prosci, 2021). At Bluestone, we were able to measure the change activity effectiveness as they were delivered 
within the agreed time frames. EV16 is also feedback from a senior manager based on the communication delivered on the process. EV17 is an email to senior management 
within the business thanking them for engaging with the process and confirming the completion rate to actual leaver rate is at 63%. From the raw data, the team were able 
to identify some key data around key reasons for leaving in Food and Beverage, where they have moved onto and what would have encouraged them to stay. From the data, 
the team were able to implement a specific retention strategy i.e. a retention bonus specifically for the department whilst also addressing concerns raised.  
 
EV17 demonstrates a completion rate of 63% which identifies an improvement opportunity in participation. Based on this, further work is required in engaging the senior 
leaders. This could be achieved via a zoom call with the team to understand any feedback, barriers to completing the exit interview, how this applies in practice, do they have 
the tools required i.e. access to technology. Bluestone has recently launched an employee app which contains departmental groups and a specific group for senior 
management with resources. The link can be inputted into the app and carried out over a smart phone allowing for further flexibility in conducting the exit interview. EV17 is 
an email following the change initiative confirming the participation rate however it also confirms some key data findings from the initial sample taken to the senior leaders 
within the business. The impact of this change specifically for the Food and Beverage department meant they received timely feedback to enable to take action on why people 
were leaving the department, where they were leaving to go and what would have encouraged them to stay. This allowed the team to address issues, turn some resignations 
around by dealing with issues as and when they arise, implement retention and engagement strategies. It provided the evidence-based information required to ensure 
resource was applied in the right places. The impact directly impacted the objectives set out – to support our retention initiatives.  
 
According to CIPD (2021), in newer forms of leadership, negotiations and social interactions with employees is at the heart of change, in place of implementing change activity 
through authoritative and controlling methods. It also discusses the importance of trust in creating the conditions where change can thrive. Taking this into consideration 
within the change plan, I could have interacted with senior management at an earlier stage within the plan. The approach taken was to identify the solution in isolation with 
the people services and IT team, and communicate this change once the actions had been completed and the survey was finalised. However, on reflection, I would have 
engaged with senior management during the planning stage when analysing who will be affected by the changes and the potential information and support needs required. 
I would have held a zoom meeting to discuss the proposed change, the reasoning and the benefits to them to gain buy in. I would have also asked for the information and 
support they may require. I would have also asked for feedback on the proposed exit interview questionnaire – as line managers are best placed to offer this as they are the 
individuals having the conversations with employees. There may have been additional information they’d like to receive from an exit interview from their experiences in 
practice. Engaging with senior leaders from the beginning of the process through to the end, would have supported maintaining positive working relationships. On reflection, 
the communication given could have also offered more information and support, perhaps the inclusion of a flowchart on the process. I could have also reviewed additional 
support such as training or resources for line managers for example on managing difficult conversations within the workplace. More time could also have been spent 
maintaining momentum, the communication was shared, and followed up with an email confirming participation rates. On reflection, I could have checked in with the team 
to confirm they understood the change in process and were happy with what they were required to do, understand any barriers to completing the exit interview in practice 
within the operation for example time, resource or technological barriers.  
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