



Executive summary 
The following report outlines the how different human resource systems, processes and procedures have an impact on an organisations ability to meet the challenges that are being presented within the future of work. Wilko is seeing several store closures which is affecting recruitment and retention as the organisation goes into 2022. 
The report also considers the internal and external factors that are determining the talent management within the organisation, which includes attraction, recruitment, development, and retention. 
A critical analysis reveals that there are some gaps present within the processes and systems that Wilko currently uses within its recruitment and other human resource strategies. Although the ones that it does have in place do work and fit some of the challenges that are being presented. 
The recommendations include how Wilko can improve its talent management approach to account for the changing ways that people view work and jobs in more recent years. These recommendations include the use of a framework to plan for change and general improvements to the methods of work that are used within the organisation.
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1. Introduction 
This report will discuss and critically analyse Wilko’s approach to resourcing and talent management. It will look at the internal and external influences that impact the approach the organisation takes. The main issue that Wilko faces with resourcing and talent management currently can be identified as the current challenging climate. This is because of the many impacts that COVID-19 has had on the retail sector in attempting to retain employees and recruit, when necessary, when employees have more control over the job market than the employers.  
There have been increased difficulty in retaining employees for the long term within the retail sector and this can be seen in Wilko, with employees being made redundant due to the pandemic and using short-term retail jobs as ‘fillers’ until they are able to find a higher paying, full-time position that is relevant to their experience or their previous job role (Office for National Statistics, 2021). 
In addition to this, the challenging climate regarding Brexit has also had an impact upon Wilko as disruption with employment has caused much harm to distribution centres and the ability to move stock into stores (Wilko, 2022).
Wilko can be seen to use workforce planning to create a strategy for resourcing and talent management. Within this plan it focuses on certain areas such as recruitment, leadership development, performance management, and employee engagement and retention. These strategies will be discussed in further detail in this report. 



1.1 External influences that impact resourcing and talent management
The external influences that have an impact on the way that Wilko approaches its resourcing and talent management come from forces that the business itself is unable to control. 
· Pay rates
A comparison can be seen below in figure 1.1, it shows how Wilko pays its employees in relation to the set government rates.
Figure 1.1 wage comparison 
	UK National Minimum Wage/ Living Wage
	Wilko Rate of Pay

	[bookmark: _Hlk94017951]23 and over 
	£8.91
	23 and over 
	£9.00

	21-22
	£8.36
	21-22
	£8.46

	18-20
	£6.56
	18-20
	£8.46

	Under 18
	£4.62
	Under 18
	£8.46


(Low Pay Commission, 2021)	                              (Wilko Ltd, 2021)      

The impact that this has on Wilko’s resourcing and talent management is that although the company does pay above the national living and minimum wage for all group ages, attracting good employees over the age of 23 is a challenge. This is because several competitors offer potential employees a higher rate of pay, which when looking for a new job will stand out more on an advert. The need for people within retail is high, however the wages that are offered are not high enough to attract the desired people that it needs (Kestenbaum, 2021), and this is something that has a negative impact upon Wilko’s attraction, recruitment, and retention. 
· Covid-19
Coivd-19 has caused a few issues for the retail industry and has had a direct impact on the organisation. The pandemic has caused Wilko to decide to close a number of it’s stores across the UK due to consumer shopping habits and lockdowns resulting in less footfall (Butler, 2022). As a result, the retention of these employees who face store closures is impacted as there are not enough vacancies available to keep all these employees within the organisation. Therefore, there will be redundancies which has been a continuous trend seen throughout the pandemic. 
· Brexit
Wilko relies on employing drivers for its wagons from a range of places in Europe to receive its stock at the distribution centres and then to stores. As a result of Brexit, the organisation found that there was a shortage of workers for distribution and picking, and those driving to stores for deliveries. The result of Brexit meant that HGV drivers from the EU had to leave the UK, and this caused many supply issues for retail with staff shortages, and these positions being difficult to fill (Foster, 2021). 
1.2 Internal influences that impact resourcing and talent management
The internal influences that are currently having an impact on Wilko’s resourcing and talent management include the way in which it attracts potential applicants to the organisation. 
· Ways to apply
Operating in an already challenging environment where employees have an advantage over employers in terms of choice with recruitment (Rigoni and Adkins, 2016), there must be multiple ways to draw in applicants. However, this can be an issue for Wilko as there is only one main way to apply for a position within the organisation, through Wilko.jobs. In store applications are no longer accepted, as well as retaining a paper CV that has been handed into the store. This can be said to somewhat limit the talent pool as the positions are not being advertised as widely as they could be, especially when the organisation is finding it difficult to recruit within the current labour market. This is supported by Acas (2021), which says that it is important for an organisation to advertise on at least two channels and not online only.
· Development opportunities 
It is important that the retail industry retains as many employees as possible due to the challenging climate it operates within. Wilko offers its employees, depending on their level, apprenticeships to help them better themselves and their skills. These apprenticeships once completed can lead to career developments within the organisation, as a lot of recruitment depending on the position takes place internally (Wilko, 2021). It has been found that a number of employees are left disappointed with their career progression opportunities (CIPD, 2016), and by providing these development tools, Wilko enables employees to progress if they want to whilst reducing workforce costs as the organisation receives the funding for the apprenticeship courses. 

2. Critical Analysis
This critical analysis will aim to determine whether the human resource systems, processes and practices of Wilko can meet the challenges of the future of work within the challenging climate in which it operates. 
2.1 The recruitment process
[bookmark: _Hlk94370831]The recruitment process is described as the way in which an organisation identifies the need to fill a position, how it advertises this role to attract potential candidates, and how it monitors the application and selection process (CIPD, 2021). The process that is used by Wilko to recruit new employees can be said to be basic, and this can be applied to both the customer service roles and middle management roles. There is evidence presented to suggest that the recruitment process has an impact on the applicant and their decision depending on how they were treated during this process (Lievens and Chapman, 2010). 
When a vacancy is identified for a store, the store manager must inform the regional manager of their want to recruit. The regional manager is the able to set up an advertisement for the position on Wilko.jobs. The entire application process is managed for Wilko through the HR system Networx, which can be accessed by the store manager or team supervisors (Networx, 2021). The system can be slow and difficult to use at times, therefore it is worth considering whether a new system to manage the recruitment process would be beneficial. 
2.2 Wilko communication with applicants
The application process for candidates is quite simplistic, when applying for a role, candidates simply upload their CV and fill out their basic details and complete a small tick box exercise which is then used as a point metric for the manager to identify strengths, this is scored out of ten. The application form is illustrated below in figure 1.2. 
Figure 1.2 Wilko job application form
[image: Graphical user interface, text

Description automatically generated]
This application process is not very engaging and does not provide the candidate with any other details such as when they will hear back about their application or what the next stages are. If an applicant is invited for an interview, they will be contacted through a phone call, and this is the same process again if they are successful and offered the position. Between receiving the job offer and starting the job role there is little communication. 
The process from an applicant’s perspective: 
· Complete and submit application form 
· Receive phone call to attend an interview if successful, email or no communication if unsuccessful
· Attend interview 
· Receive phone call to be presented with a job offer and start date, email, or no communication if unsuccessful 
Whilst operating within a challenging climate and the current labour market meaning that employees have greater choice over employment options, it is important to respond to candidates quickly. Phillips and Gully (2015) state that a link has been found between the treatment of an applicant during the recruitment process and retracting their application. Therefore, if the process is unengaging and information is not communicated well, it could cause the organisation to lose out on talent. This agrees with the earlier research carried out by Lievens and Chapman (2010). These factors are also supported by Charlie Taylor (cited in Burt 2017) who conducted a survey of job applicants that found employers providing feedback to applicants motivated those looking for a job and helps to improve the recruitment process. 
The recruitment process can be linked to Maslow’s hierarchy of needs. It can be considered that communicating to applicant can be linked to the esteem need and the evaluation that this person would receive from an employer about their application and how it could be improved (Taormina and Gao, 2013).
However, the reason there may be lack of communication and increased time taken to respond to applicants is that retail is a fast paced and busy environment. It has been found that on average the retail industry must spend two days on HR tasks when a store is recruiting (Oxford Economics, 2014). This is not always the case and can take longer due to the employee shortages that are faced daily due to the current climate and responding to candidate applications can occasionally be a task that is not prioritised by the management team. Therefore, this can be identified as a requirement that needs to be addressed by the organisation. 
2.3 Staff scheduling and work life balance 
Work life balance has gained increasing popularity throughout the pandemic, with the ability to work from home becoming evidently more accessible in certain job roles, employees are considering looking at roles that can accommodate this type of work (Thomas, 2021). Competing for talented employees in this current developing climate that is pushing for working from home options is difficult when operating in a physical retail setting. 
Wilko does not offer full time contracts to its level one employees, the highest contract available is 16 hours and this has to be worked over five days (Wilko Ltd, 2022). This contract does not offer flexibility to employees and can put applicants off accepting a job offer once they discover that they will have to work short shifts over a working week. Schneider and Harknett (2019) argue that inconsistency within an employee’s work schedule can lead to a negative impact on their well-bring and unhappiness, especially for those within the service industry. This could mean that using this process within the organisation could limit being able to meet the challenges of the future of work. 
However, with developments in technology and changes in consumer shopping habits, retail could adapt to a flexible working approach. In a trail undertaken by Pets at Home, a strategic decision was made to offer a job share option to managers with both partners working three days a week each (Timewise, 2018). This has enabled development opportunities for those with commitments outside of work and attracts a greater pool of talent to the organisation as flexible working is a desire for employees. In addition to this, Almond (2021) argues that with the advancements being made in technology, retail could have the option to allow some of the physical workforce to work remotely by creating a tailored approach for customers. This could include the use of online customer helpdesks or personal shopping functions as increased numbers of consumers are shopping online, there is a strategic move that can be made here by Wilko that can ensure it can meet the needs of the future of work. 
2.4 Wilko and employer brand 
There is an importance placed upon employer brand and how it can be strategically used to attract employees to an organisation. The employer brand consists of the way in which the organisation presents itself to current and potential employees, it can focus on the culture, values, and qualities that the employer upholds to its employees (CIPD, 2021). It is this branding that can give an organisation a competitive advantage in the labour market, especially in the current climate where it is difficult to attract talented individuals. Wilko does present itself as an attractive brand to work for, however there are ways in which potential employees evaluate the attractiveness of the organisation and this can be based off of others previous experiences working at the organisation as explained by Wilden, Gudergan and Lings (2010). 
[bookmark: _Hlk94682613]Signalling theory in recruitment can impact an applicant’s perception of the organisation based on information that they find during the recruitment process. This can be from what previous employees have disclosed on job review websites or from the advertisement created by the organisation (Vinayak, Khan and Jain, 2017). If an organisation can obtain a larger applicant pool they will have greater choice of talent, and an increased competitive advantage (Vinayak, Khan and Jain, 2017). However, if the organisation finds it does have an issue with creating a strong workforce, it will have to put a focus on its strategic workforce plan to attract these talented applicants, which is something that Wilko needs to focus on due to the impact the pandemic has had on recruitment and working in physical retail.
This is where employer branding can be used to attract a greater pool of talent, Ambler & Barrow (1996) state that using this strategy is an effective way of generating quality applicants to an organisation to create an efficient workforce, especially when it is in a shortage. 
Although Wilko does create a strong employer brand through its advertisements, website, and values, in terms of using employer branding as a recruitment strategy it could benefit from using its social media pages to advertise vacancies as this is where a larger number of people will be looking. Research conducted by Robert Walters Group (2015) found that 54% of people looked on an organisation’s social media pages for career opportunities. This indicates that this is a good way to use technology to improve the recruitment process not only for Wilko but for those actively looking for jobs too. 
On the other hand, it has been argued that the use of social media to advertise job opportunities could accidently be discriminatory due to certain social media sites algorithms, depending on the position it could be targeted to specific groups of people and miss out others who the job role would fit too (Powell, 2021). Additionally, some people may choose to keep their social media accounts separate from work and may not consider using pages such as Twitter or Facebook to look for careers as they could want a balance between home and work life (Gelinas et al., 2017). Therefore, it would have to be considered as to whether Wilko could use its brand image on social media sites as a way of attracting more potential applicants to the organisation. 
3. Conclusion
To conclude, it can be identified that as an organisation, Wilko is facing several challenges that are being presented because of the current climate. Whilst there are positives within Wilko’s resourcing and talent management approaches such as having an easy to apply to application system and the creation of a strong brand, there are points that need addressing and recommendations can be built upon some of these factors.
There are a number of internal and external factors that are impacting its talent management, and these are mainly based on recruitment, development, and the retention of employees. It has also been noted that there are some gaps present within the current human resource systems and processes that Wilko uses, and their abilities to meet the challenges of the future of work. It can be said that the organisation will need to consider the use of different approaches to reach potential candidates as this could be a positive move forward in recruiting as the retail environment is finding it difficult to attract talent. 
4. Recommendations 
Following on from the above conclusions, recommendations have been produced for how Wilko can improve its talent management approach to account for changes in the way that people view work and jobs. 
Deceased working week 
One of the recommendations to Wilko would be to provide the same contractual hours but over less days, for example, reducing the current 5 days that a 16-hour contract must be worked over to 4 days. This is because research has shown that working less days has increased the productivity of employees, making people better workers (Lufkin and Mudditt, 2021). Therefore, with a greater emphasis being placed upon a work life balance and working from home not being achievable at the moment within retail, this could provide a compromise. As a result, it could help with not only attracting to the organisation but also retention of current employees as they are given increased flexibility. 
Focus on employee development
To retain the employees that form an effective workforce and develop these individuals further, personal development plans could be implemented into Wilko’s human resource strategies. It has been found that focusing on the development of employees makes them feel as though the organisation is also invested in their careers and they are more likely to stay within that organisation as a result (Biro, 2018). Therefore, it is recommended that Wilko develops on it’s already used ‘Be Better Every Day’ reviews that happen once a year and use these to discuss what further opportunities employees may have and generate an idea of who may want to progress to start effectively using resources on these individuals. This would help with the current challenges faced with recruitment as employees would be able to apply for internal progression opportunities. 







Use of the 5Ps framework 
1. Portfolio strategy and products


2. Positions and engagements 
3. People and culture



4. Processes and systems

5. Performance metrics


Adapted from Leape et al. (2020)
This framework can be used as a method to form the strategic workforce plan that Wilko needs. It is a method of strategic implementation and enables an organisation to identify its core competencies and areas that need attention (Pryor et al., 2007). For example, within the people and culture section, the needs of recruitment can be identified along with any development of current employees. Within processes and systems, the shift can be made to move some of the recruitment advertising onto social media as this would provide another avenue to selecting new talent. Performance metrics can aid the development of a new personal development plan for employees. This framework could be beneficial for when changes become apparent and new plans have to be made in the approach taken towards resourcing and talent management. 
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Recruitment video
Video link accessible on YouTube: 
https://youtu.be/mYaxFQqcccU
As per company requirements after discussing making the video about the company, only still images of the store could be used, along with team member photographs with names changed. 
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