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On the job training 

Provide approximately 800 words which details how your organisation has been affected by the recent global pandemic of COVID 19.  Examples could include furlough of employees, updating your remote working policy, maintaining regular communication update across the workforce, increase in sickness levels from key workers, a huge ramp-up (such as delivery drivers) or decline of work activities etc.

The pandemic has had a vast impact on Bluestone over recent times. From policy and process, workforce, sickness, communication and constant management of change. During the initial stages of the pandemic, restrictions around hospitality meant the business had to close and we had to place the majority of employees on furlough. During this time, we had to write to all impacted employees, maintain communication of business updates and manage their pay arrangements. The HR team were required to draft furlough agreements for the whole workforce, where we agreed to review this every 3 weeks. We maintained communication by introducing a new employee app, which allowed employees to interact with each other in their departments and also with the regular updates from the senior team and HR. We also saw a high level of payroll enquires each month, as many employees did not understand the furlough calculations for their pay. 
Alongside this, those who continued to work such as a small number of individuals in finance, payroll, HR and IT, arrangements had to make for working from home. As a business pre-pandemic, working from home was minimal, therefore we had to adapt our approach fairly quickly. We introduced a homeworking and hybrid working policy, and implemented risk assessments, ensuring everyone had a DSE compliant set up. The business also had to allocate a cost to sourcing equipment, which was a challenge due to demand. 
We also found during this time the requirements from HR changed, and welfare of employees became paramount. We were dealing with lots of welfare concerns and signposting people to our employee assistance programme. Once the business was back in operation in some capacity, we rolled out an online resilience and wellbeing course to employees for support. 
When restrictions changed over the pandemic, the business had to constantly adapt its offering accordingly – for example, from self-catering accommodation offering takeaway services only, to outdoor dining, to indoor dining, mask wearing, outdoor entertainment, managing guests in line with extended household guidance. Alongside this, we had to manage our staff to enable a fluid approach to work. With each change, we had to ensure our employees were trained, the relevant risk assessments were in place and employees felt safe and comfortable in their roles. Due to guidance, we also had to adhere to additional measures for example with the cleanliness of our lodges. This was over and above what the housekeepers would usually have to achieve on a changeover, therefore additional roles were created to prep the lodges before cleaning commenced. 
Another factor of the pandemic which had great impact was managing sickness and self-isolation guidance. Firstly, in-work covid cases, the business developed a tracker which enabled us to identify close contacts and make decisions on whether people should be in the business or not. With a workforce of 800, this was closely monitored alongside measures to restrict the spread of coronavirus. We also had to manage those employees who did not wish to wear masks or adhere to guidance, and the conflict this caused within teams. Operationally, as and when sickness occurred, we had to adjust our offering and apply a flexible approach such as activities and restaurants working on a rotation basis in place of everything being open and available at one time. 
Another experience like many other hospitality businesses across the sector, due to the uncertainty of the industry we lost a large number of staff to other sectors such as healthcare and retail. This also only came to fruition when we ended furlough and reopened the business, where we really understood the status of our workforce, and had to make adaptions accordingly. Since this time, recruitment and retention has continued to be a challenge for our industry. We have had to introduce a number of initiatives to combat this. For example a full market pay review for all levels of the business and introducing a clear pay banding structure with competitive rates. We also introduced retention schemes, some examples include refer a friend bonus’, a bonus for remaining in employment at 3 and 6 months in our challenging roles, expanding our free transport to other roles in the business, “feel good Friday” recognition scheme – where we do a shout out on our app of a recognised employee and the contribution they’ve made that week. 

