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[bookmark: _Toc89025745]1.0 Introduction

[bookmark: _Hlk89025679]Strategy - The long-term direction and scope of an organisation that creates an advantage in environmental changes through effective resources with the goal of meeting stakeholder expectations. Strategy involves the interaction of three variables that influence an organisation's long-term direction: the organisation's external environment, its resources, and its goals (in meeting the expectations of its stakeholders). (Johnson et al., 2005).
Knowledge of the aims, the uncertainty of events, and the necessity to consider the likely or real actions of others are all examples of strategy. The framework of strategic planning that demonstrates its aims and objectives, minimises policy initiatives, and ways of implementing these goals, and distinguishes the type of business the organisation will practise, the type of economic and human organisation it will be, and the ability to contribute it will make to its stakeholder, customers, and society at large.  “Strategic planning helps determine the direction and scope of an organisation over the long term, matching its resources to its changing environment and its markets, customers and clients, so as to meet stakeholder expectations.” Johnson and Scholes, (1993). 
Her Majesty’s Revenue and Customs (HMRC) are the UK’s tax, payments and customs authorities and their mission is important: they collect the money which pays for the UK’s public services and distribute the money to help individuals and families that need financial support. They accomplish this by being objective, effective, and efficient in their administration. They also assist the honest majority in correctly filing their taxes and make it difficult for the dishonest majority to defraud the system. (Gov.UK). The writer will conduct a critical study of her organisation's macro and microenvironment, as well as a stakeholder analysis and an examination of the present strategy in place, in this report. Lastly, she will propose recommendations to the current strategy. HMRC is the organisation that the writer has selected because it is where she works and it is a government department, therefore it is critical that they have solid strategies in place.

[bookmark: _Toc89025746]2.0 HMRC’s Objectives

Every day, HMRC works hard to design and deliver policies and services that have an impact on people's lives all around the UK and abroad. Our vision, values, strategic objectives, and HMRC Charter outline the organisation we aim to be: one that serves customers and colleagues equally, protects society, and makes HMRC a fantastic place to work.
Our change programme is ‘Respect at Work’, so that we can assist in creating the greatest environment possible for everyone that works at HMRC. 'Our Commitments,' which were created with the support of 17,000 employees, are a collection of guidelines that guide how we respect one another and help us make HMRC a wonderful place to work. It's how we're transforming HMRC into a place where we can be pleased to work. We're dedicated to enhancing customer service, and the HMRC Charter outlines the standard of service and conduct that customer should expect when dealing with us. In November 2020, we refreshed the HMRC Charter after a period of public deliberation. Every day, in every decision, we expect every colleague to live our values. (Harra, 2021). 
HMRC has statutory responsibility as a public authority under section 149 of the Equality Act 2010 Public Sector Equality Duty (PSED) to:
1) The Equality Act 2010 prohibits discrimination, harassment, victimisation, and other unlawful behaviour.
2) Promote equality of opportunity between people who share and don't share a relevant protected attribute
3) Encourage positive interactions between those who share a protected attribute and people who don't.
Our equality aims apply to both our work with customers and our interactions with co-workers. They will be reviewed every four years, along with whenever new objectives arise. They are aimed at removing unfairness by being open about our obstacles and increasing accountability for acknowledging them across the department. The organisations equality goals are reinforced by a customer-facing plan and a colleague-facing plan, both of which outline how they will track our progress. They are reviewed annually to accommodate any shifts in our objectives. 
Objective 1 – Inclusive 
“To be a great place to work for all our colleagues”. Harra, J. (2021). To live in a physically and technologically safe environment where we can be ourselves, have a voice, and feel like we belong. To deliver products and services that are tailored to the needs of customers, as well as being accessible, straightforward, and fast to use. Because of our inclusive culture, we value each other's contributions and can recognise, recruit, and retain a wide range of ideas, experiences, skills, and talent.
Objective 2 – Respectful
Daily, each colleague and our customers should be treated respectfully. We will work together to accomplish our shared goals and have honest and respectful discussions when we fall short of our expectations. Customers will always be treated fairly, according to our core values of respect, expertise, and honesty. We shall be considerate to our customers' individual circumstances and provide further assistance as needed. At work, respect involves taking personal responsibility for maintaining our beliefs, commitments to one another, and charter expectations. Through our processes and behaviours, we'll continue to hold each other accountable. We'll encourage each other to stay current with our knowledge, be conscience of our impact on others, and speak up and adjust when things aren't right.
Objective 3- Representative
Our employees' diversity should reflect the diversity of our customers. To improve our customer and colleague experience, we will strengthen the health of the tax system by improving trust and increasing fairness. We will enhance the quality of our colleague equality information every year, as well as our customer equality data, to become more representative. To recognize, evaluate, and correct inequities and under-representation, we will employ data and insight. Firms are faced with managing diversity problems, both from a human resource and organisational standpoint, since the workforce has grown increasingly varied (Ross-Gordon & Brooks, 2004).
[bookmark: _Toc89025747]2.1 Critical analysis of HMRC’s internal and external environment

The Micro-environment refers to the surroundings that have a direct impact on the organisation. It's to do with the industry in which your organisation works and can have a direct impact on all your business operations. It includes all the elements that have an impact on your company. They can control your everyday operations and the organisations overall performance. However, the effect they have is not long-lasting. The elements that contribute to the micro-environment are resellers, competitors, customers, public and suppliers. 
Macro-environment refers to the environment within the economy.  It has an influence on how certain organisations develop strategies, function, make decisions and perform. It is dynamic which suggests that organisations must keep count of its modification at all moments. The elements that contribute to the macro-environment are technical forces, political and legal forces, economic factors, demographic forces, natural and physical forces, and social and cultural forces.  (Nguyen, 2021). 
The external and internal elements that create an organisational environment are both important. The environment needs to be scanned so that it identifies they progress and predicts the variables that will influence or impact organisational success. The scanning is the gathering and utilisation of the connections, patterns, data, information within the internal and external environment of the organisation. “Environmental scanning systems provide early warning about important changes and detect ‘weak signals’ that indicate that plans should be amended”. Smeltzer et al (1988).
The initial stage of environmental scanning is to perform a thorough assessment of the environment. Organisations can keep an eye on their own internal environment. This includes manager interactions with other managers and employees, employee conversations with other colleagues, management interactions with stakeholders, as well as control over resources, organisational structure, key stakeholders, organisation awareness, operational potential and so on. When carrying out the external analysis the industry/immediate environment, broader socio-economic/macroenvironment and national environment should be examined and evaluated.
This suggests that the success of your business is influenced by both micro and macro factors. These two environments must be considered in every decision you make. If you want to be successful and preserve a recognised position on the market, you must build your marketing strategies on them as well.
The writer will be performing a critical examination of her organisation's micro and macro surroundings with the PESTLE and SWOT analysis. This allows her to examine what impacts or affects the strategic path of her company.

[bookmark: _Toc89025748]2.2 PESTLE analysis 

Strategic planning tools, often known as models, are intended to assist businesses in developing an action plan to achieve their objectives. The PESTLE Analysis is a technique used as situational analysis for organisation evaluation, it is also one of the most often used tool for evaluating a highly dynamic business environment. (Gupta, 2013).
The advantages if this model for a firm is tremendous (Dwyer & Tanner, 2002). The PESTLE is used to form the basis of identification. Although, there are some constraints to be mindful of, and actions should be made to reduce any gaps in the model's output for successful decision-making (Thomas, 2007). Below is the PESTLE analysis carried out by the writer: 

Political – 
· Government attitude - Holding governments responsible promotes efficient tax administration and, more broadly, sound public financial management. (The World Bank, 2019).
· Tax rules
· Government budget
· Political Sanctions
· Brexit 
· Government guidelines
Economic
· Market Economic Growth 
· Tax rates - Governments require long-term sources of funding for social programmes and public expenditures to promote economic growth and development. (FIAS, 2009).
· Higher Expenses – living costs
· Brexit
· Wage rates
· Currency rates changes
· Higher bank interest rates
· Public pressures
· Unemployment rates – Due to the COVID-19 pandemic unemployment rates increased and the government provided money to employers to cover a portion of their wage expense while their employees were unable to work (known as 'furlough'). Around nine million people were given 80 percent of their wages in this way between August and November 2020. (Bank of England, 2021). 
Sociological – 
· Population growth and decreases
· Culture 
· Trends – changes in lifestyles, increases in demand
· Health and welfare 
· Barriers 
· Social mobility - We have been recognised as a leader in this industry throughout the Civil Service. We value diversity and encourage individuals from diverse groups of life to apply for our positions. In addition, we provide the STRIDE mentorship programme, which tackles the relationship between socioeconomic background and professional advancement to guarantee that everyone has equal opportunity for learning and advancement. (Gov.UK, 2021).
· Increased poverty due to covid
· Higher crime rates
· Media - The monitoring of the media remained a significant problem for HMRC. Stakeholders remembered more bad articles in the media than good stories. Despite this, several stakeholders believed that news reports had gotten more favourable in the recent year, however they disagreed on whether media representation was fair or unjust. (Yonder Consulting, 2021).
Technological – 
· Resources 
· Internet technologies – The Personal Tax Account was created by HMRC in 2015 for people to have access to some of their information such as employment history, make changes to personal details, fill in claims and forms, pay and claim payments and manage tax affairs. There are over 30 services available and according to (Employers for Childcare, 2016), there are over 3.5 million people using the system.
· Communication – communication difficulties such as visual or speech impairment 
· Access to raw materials
· New systems – new telephony system called AUI was recently introduced to HMRC employees which are causing a lot of technical issues and disrupting and affecting customer service
· Decrease in transportation costs
· Information – people unable to have access to information. Marketing and promotional strategies
Environmental –
· Pollution 
· Natural disasters
· Environment – troubling reports were identified from employees reporting health and safety concerns from office cleanliness and the importance of leaders ensuring that it was a safe working environment. 
· Campaign groups - Some people came forward and said they had been subjected to sexism, racism, or discrimination because of their work schedule. There have been strikes for employees when the pay and contract was being reformed. Protests from race and immigration, animal rights, poverty, environment, and many others have previously stopped temporary access to work and caused disruptions for employees. 
· Adverse Weather – Snow caused temporary access to HMRC buildings, preventing people from travelling to work and accessing their computers. Therefore, in 2018, surface pros were provided, and employees were expected to take them home every night when weather warnings were issued. As a result, employees could work from home.
· Covid-19/diseases – a global pandemic which affected many organisations and people. according to the official UK government website for date and insights of the coronavirus it shows the total number of people who have tested positive in the UK for the disease in the last 7 days (13th November 2021 till 19th November 2021) are 44,242 people. People were instructed to work from home when possible, by the government to protect lives and reduce the spread of the disease.

Legal –
· Tax laws
· Employment laws
· Health and safety regulations
· Government regulations
· Environmental regulations


[bookmark: _Toc89025749]2.3 SWOT analysis

SWOT – Strengths, Weaknesses, Opportunities, Threats
A SWOT analysis is a high-level model used at the start of strategic planning for a business. "Strengths, Weaknesses, Opportunities, and Threats" is an abbreviation meaning "strengths, weaknesses, opportunities, and threats." Internal elements include strengths and weaknesses, whereas external ones include opportunities and challenges. (Goggin, 2019). This model is frequently used at the start of any strategic planning processes. This helps organisations analyse the internal and external factors that facilitate or impede the success of a business goal. The writer has conducted a SWOT analysis of her company to determine what traits help her to achieve the company's objective and what qualities may pose a threat or weakness. Please refer to appendix A for the analysis. 
Following the SWOT analysis, the findings revealed that there were several strengths that surpassed the shortcomings. This provided more chances, but even though there were fewer flaws, the risks to the organisation outweighed the opportunities. To reduce the risks, the writer will examine the stakeholders involved as well as the present strategy in place.

[bookmark: _Toc89025750]2.4 Mintzberg’s 10 schools of thought for strategy formulation

Henry Mintzberg (1990) is a well-known management and business scholar and author. The model provides a critical approach upon every institution and explains it from a strategic point of view; it serves as a great overview for strategic management. (Hattangadi, 2019)
1) The Design School: are responsible for creating the SWOT analysis and from this the organisation’s strength, weaknesses as well as opportunities and threats, are identified. The CEO is a strategist who develops and implements strategies and supervises their implementation. Internal and external potentials are well-matched in the approach.
2) The Planning School: cybernetics and systems approach are the theoretical foundations of this school. The system is designed to outline the overall strategy in a systematic way so that the company can move forward.
3) The Positioning School: with Michael Porter’s work being highly influential, its primary focus is the industrial-economic angle. Economics has a heavy impact on this school. Economic theories are used to analyse competitive position and competition; business owners must choose one of three generic strategies: differentiation cost leadership or focus (niche market).
4) The Entrepreneurial School: the environment can be exploited and influenced in this school. Entrepreneurs can provide to market innovative products and services that are designed based on unique dynamics that are distinct from the market's existing 'laws.'
5) The Cognitive School: psychology is the root discipline of the ‘cognitive’ school. It views the environment as difficult and/or challenging to understand. Strategy is incremental and ‘emerging’, so it is not planned so much. 
6) The Learning School: unpredictable and intricate is the human mind, psychology is at the core of the problem. The decentralised distribution of knowledge mixed with the nature of the business environment, complicates information distribution. It has been discovered that companies that use the learning school model develop strategies by looking back in time. “More than a strategy, this school looks like steering or guiding the company based on previous roadmaps. It is not advisable to depend on decisions of the past because change is constant in the market”. Hattangadi, V. (2019).
7) The Power School: people in positions of authority make the decisions. Labour unions, customers, suppliers, leaders can all be power centres. The power school can sometimes be political; the powerful cartel makes a deal, forms alliances, and works for it.
8) The Cultural School: to create an entrepreneurial mindset and foster innovation, a positive culture is required. According to this school, strategy formation is subject to an organisation’s unique values, decision-making styles, and subjective perspectives.  Strategy formation is a social interaction process that is based understandings and beliefs shared by members of an organisation. It is useful during mergers and acquisitions. 
9) The Environmental School: it emphasises the environment and it is situational, e.g., in the IT industry, technology requires improvements and is constantly changing. As a result, situational analysis is the most used tool in this school. 
10) The Configuration School: this is one of the most popular because its core principle is that strategy must be configured; it must be well-delivered, well-configured and well planned. 
The "design school" of strategic management is based on a simple model that views strategic formation as a design process to achieve a balance between internal distinctive competence and external threat and opportunity.  (Dotunyarko and Sarbah 2014). 


[bookmark: _Toc89025751]3.0 Stakeholder analysis

“The recognition of the key role played by stakeholders in the determination of policy, its implementation, and outcomes has made stakeholder analysis a vital tool for strategic managers.” Crosby, B, L. (1992).
Since 2012, HM Revenue and Customs (HMRC) has commissioned stakeholder research every year except 2019 and 2020. The study sheds light on the perspectives of key stakeholder groups, highlights trends and shifts in attitudes, and supports HMRC's efforts to effectively interact with these audiences to achieve its strategic goals. (Yonder Consulting, 2021).










Power of Stakeholders 
	Meet their needs
· Public
· Government
· Employees
· Customers
· Agents e.g., accountants
· Businesses 

	Key players
· Employees
· Public
· Customers
· Businesses 
· Agents e.g., accountants
· Government 

	Least important
· Businesses such café nearby
· Charity organisations 
· Voluntary sector
	Show consideration
· Journalists
· Community 
· Politicians 
· Elderly citizens
· Media 









                                  

                                                                     

                                                                     Interest of Stakeholders





(Table 1.0 Stakeholder Grid-Power/Interest)

Reports from previous stakeholders show that stakeholders at HMRC believed the department did well in terms of key performance factors. The public's attitude toward HMRC has improved with time. On balance, all stakeholders had a positive image of HMRC — more stakeholders in each group had a positive impression than an unfavourable one. The criteria that had the greatest influence on favourability were perceptions of HMRC's leadership and management, having a strong working relationship with HMRC, feeling HMRC was producing a professional, efficient, and engaged organisation, and believing HMRC treated all taxpayers equally. 
Some stakeholders described instances of misunderstanding with members of various HMRC divisions, while others said that HMRC employees themselves voiced unhappiness with the protocols they had to follow. Regardless, most stakeholders were positive about the employees they interacted with daily, seeing them as one of HMRC's best assets. (Thomas et al, 2019). 
The writer has created a table (please refer to appendix B), where she has identified the key concerns of stakeholders and has provided some suggestions for communication improvements to try and keep stakeholders interested.

[bookmark: _Toc89025752]3.0 Critical appraisal of current strategic direction

Current strategyic approach:
Our approach to equality, diversity, and inclusion from 2016 to 2020 was described as "driven by insight and focused on outcomes" in our strategy. We've made progress, with the proportion of Senior Civil Servants from a Black, Asian, or ethnic minority background rising from 4.5 percent in April 2016 to 9.4 percent in March 2020, but we recognise there's more work to be done.
We will continue to use an evidence-based approach from 2020 to 2024.
We utilise the Civil Service inclusion model at HMRC, which assesses how individuals have a feeling of belonging, can be themselves, and believe they have a voice in their teams and organisations. We consider fairness in terms of caring responsibilities, socio-economic background, individual differences, and combinations of these factors, in addition to our legal responsibilities for equality under the Equality Act 2010 and the Northern Ireland Act 1998, which protect our customers and colleagues from discrimination based on age, disability, gender identity, marriage/civil partnership status, pregnancy, race, religion or belief, sex, sexual orientation, and political identity. “Embracing workplace diversity is important, as it increases the talent pool and brings new ideas, perspectives and skills to your workforce”. Martinelli, K. (2018).
The HMRC Charter establishes the norms of conduct to which we aspire when interacting with people in the course of our duties for our customers. This refers to what consumers can anticipate from HMRC as well as what customers can expect from HMRC. The Finance Act of 2009 makes it a legal necessity as well. Through the annual publishing of the Charter Annual Report, we will continue to report on our performance against the Charter.
We will continue to improve the quality of our customer and colleague equality data and acquire insight by listening to the personal effect of our colleagues' and customers' experiences in order to gain a complete picture of our difficulties.
We will continue to expand the transparency of our diversity data and utilise it to guide our decision-making, modify and target actions, and measure effectiveness in order to gain a shared understanding of and accountability for our challenges. We will ensure that equality consideration is integrated in our decision-making, governance, and assurance processes to help us grow our inclusive culture. To improve procedures and share learning, we will continue to collaborate with internal and external stakeholders such as the Cabinet Office, other government ministries, and our stakeholder forums.
HMRC Action Plans
For colleagues : Every year, we assess our strategies and establish our priorities with our internal stakeholders and the Cabinet Office. We establish annual priorities to assist change in areas where evidence indicates it is most needed, but we work in all areas of equality, diversity, and inclusion. In practise, measures made with one equality criterion in mind result in broader inclusion advantages.
For example, if our recruitment process resulted in discrepancies in outcomes due to bias, revamping the process would result in more equitable outcomes for all colleagues and applicants. Our activities are consistent with our equality goals of inclusivity, respect, and representation. Internally, we keep track of our progress.
1. Improvement of the process
We will continue to assess, evaluate, and revise our policies and processes, as well as how they are implemented, to eliminate, rationalise, or lessen demonstrable inequities in opportunity, utilisation, or outcome of our systems, including: Concerns about recruitment, promotion, and talent, as well as workplace modifications, grievances, and disciplinary actions, rewards and recognition.
2. Learning and Development
We will continue to provide high-quality, individualised learning opportunities to assist the development of talent, knowledge, and inclusive and respectful behaviours by designing and implementing training on how to recognise and constructively confront discriminatory language and behaviours by: creating and implementing training on how to recognise and oppose racist language and behaviour, assessing our learning offering to ensure it is fit for purpose, efficient, and successful in delivering value for money and the required learning outcomes, evaluating the efficacy of relevant Civil Service Learning products in collaboration with the Cabinet Office and other government departments
3. Governance and accountability
We will maintain to develop frameworks to ensure that equality is considered in all of our department's activities by: assessing and enhancing our frameworks to provide applicable accountability and assurance, and incorporating systematic assessment of equality impact and participation of those affected into our decision-making. Creating a robust operational model for our employee networks maximising chances to promote equality, diversity, and inclusion improving the quality and transparency of our equality data, promoting top-down and bottom-up accountability, and promoting evidence-based actions and impact measures, raising the number of people who declare their diversity to effectively assess the extent, size, and location of our problems, examining our data sets for aggregate differences among groups with similar diversity characteristics.
Communicating our inclusive culture –
We'll keep raising awareness of our goal, where we need to improve, and our expectations for all HMRC employees to contribute constructively to making HMRC a wonderful place to work by: regular communication campaigns to inspire activities to build inclusiveness, raise awareness of our difficulties, and celebrate our diversity overtly celebrating diversity and incorporating equality considerations into our estates, events, and communications, allowing the department to listen to and understand the personal impact of inequality on persons who are different from them, lowering obstacles and inspiring allyship.
Measuring progress- 
Our Respect at Work programme includes success indicators and assurance mechanisms.
We'll track our success using the following criteria: analysing our engagement and inclusion data from the Civil Service People Survey, Civil Service Inclusion Survey, and regular HMRC Pulse surveys using equality protected factors, examining casework volume and outcome, recruitment stages, reward nominations, and performance management to identify, reduce, eliminate, and mitigate disparities, including casework volume and outcome, recruitment stages, reward nominations, and performance management monitoring colleagues' willingness to challenge and report inappropriate behaviour. Levels of reported bullying, harassment, discrimination, and victimisation are being monitored. keeping track of coworker diversity declarations, Keeping track of our diversity representation and distribution data in order to meet our mandatory reporting obligations, getting feedback from our employee networks, union reps, leaders, and coworkers. “We take any threats, intimidation, or harassment very seriously and will take appropriate action against any behaviour of this type. We’ll always treat you in line with our values of respect, professionalism, and integrity. Our employees are people too and we expect you to treat them in the same way.” HMRC, (2021).

For the customers
Our goals and plans were created with the HMRC Charter in mind, and they're backed up by training efforts like empathy, core customer insights, and customer-focused leadership.They show our commitment to serving the needs of all members of protected groups, as well as those who require additional assistance. Our activities are consistent with our equality goals of inclusivity, respect, and representation.
In three areas, we will continue to improve.
1. Enhancement of the system
We'll keep developing services that satisfy consumers' needs by:
Improving the accessibility of our digital services by integrating users and stakeholders in collaborative work, information sharing, and the development of supportive, trustworthy, and professional relationships. collaborating with the UK's devolved governments to meet the UK's national language commitments, enhancing our understanding of consumer attributes in order to better comprehend the impact we have on various client groups. Stakeholder representation on consultation networks should be increased to ensure that a varied variety of customer groups who may require further assistance are represented.
2. Governance and accountability
We will continue to guarantee that required practise standards are met by: assessing our customer communications to ensure they are clear and easy to understand, fit the needs of all customers, and are available in different languages and other formats providing support for customers who have difficulty accessing online services or are digitally excluded. 
Ensuring that all new digital services comply with the Public Sector Accessibility Regulations 2018 and that the equity implications of all policies and services are taken into account in accordance with the public sector equality requirement, generating statutory reports to show how we are meeting our legal commitments in the devolved nations and UK. Monitor and publish our performance against the Charter on an annual basis report on the extent to which HMRC has displayed the HMRC Charter's standards of behaviour and values through the Customer Experience Committee's weekly meetings.  “A company which applies the core principles of good corporate governance; fairness, accountability, responsibility and transparency, will usually outperform other companies and will be able to attract investors, whose support can help to finance further growth.” Jadiel, T. (2021).
3. Increasing public awareness
We will continue to foster a customer-focused culture by ensuring that our employees have the tools and training they need to understand their responsibilities under the public sector equality duty and Charter commitments. providing grant funding to voluntary and charity sector organisations to provide holistic advice and support to HMRC's diverse range of customers, particularly those in vulnerable circumstances, supporting our customer facing staff to treat all customers fairly and empathetically, offering appropriate support as set out in our support principles, and ensuring our customers are aware of how to access extra help. Customers' feedback from customer groups that receive special support and complaints for equality relevance is monitored and analysed. examining complaints about equality detecting any trends and places where guidelines or processes need to be improved
4. Progress evaluation
We'll track our success using the following criteria:keeping track of the quantity of online forms that comply with website accessibility guidelines, client group representatives and assessing levels of satisfaction with our alternative provisions. Customers are finding it easier to meet their duties and access entitlements, so we're keeping an eye on their experience. achieving legal conformity with our legal obligations, assessing the efficacy of our training and development, assessing the efficacy of our grant financing in terms of added value to the services provided by the Voluntary and Charity Sector.





[bookmark: _Toc89025753]3.1 HMRC’s strategic teams

Strategic Planning Group
The Strategic Planning Group is split into two categories. Employee A is the unit leader for Strategic Performance & Finance, while Employee B is the unit head for Strategic Planning.
The Strategic Planning Group is responsible for ensuring that FIS has the resources it requires to meet CCG's strategic priorities, as well as an effective plan for how those resources will be deployed.
Employee A is the Head of Unit for Strategic Planning.
This sub-team, working within HMRC's annual resource prioritisation and budget allocation cycle, identifies FIS' key strategic priorities over the next 5 years, establishes delivery targets for each of our Op’s areas for this period, and agrees how FIS' resources/staff will be allocated across DD commands to meet these parameters.
Workforce Planning - This sub-team supports the business planning cycle by determining the recruiting and training requirements needed to meet agreed-upon business priorities while also maximising FIS' budget. This team also keeps track of in-year recruitment and staff losses to keep a current picture of recruitment demand over a rolling 18-24-month period.
Workforce Management - As part of the Workforce Planning team, this function oversees and coordinates FIS recruitment activity, including, but not limited to, ensuring that FIS' needs are met through central recruitment pipelines, overseeing established recruitment controls and governance, and liaising with successful candidates to negotiate starting dates and other details. This function also manages FIS' response to ad hoc funding demands (such as requests for short-term loans to support CCG priority projects) or personnel constraints during the year (such working through the implications of unsuccessful recruitment activity).

Employee B is the Head of Unit for Performance and Finance.
The Performance Team controls procedures to supply accurate and complete performance-related data across the full range of FIS investigations, as well as collaborating with our FIS partners to deliver an ensured consolidated data set to help with business planning and reporting requirements. The team oversees coordinating responses to Freedom of Information and Parliamentary Questions requests.
Measures Team - The Measures team assists and collaborates with colleagues from all areas of FIS. Against established yield scoring systems, the team gives advice and support on case queries. The team also creates new tasks to maximise score possibilities and represents FIS on the Measures Governance Boards of the CCG and HMRC.

The Strategic Communications Team
As a strategy, communication is important. The connection between communication and strategy is shown with an example from the Navistar Company (Argenti and Formam, 2000). When John Horne, the CEO of the heavy truck producer Navistar, joined the company in 1993, he found it in a less-than-ideal situation. Employees, unions, top management, the financial community, and the media had lost faith in the business, and the situation was not looking good. Horne felt that the only way to fix this was to re-engage his employees, which he did through a well-thought-out communication strategy.
The strategic communications function's mission is to provide the HMRC communications community with:
A clear and concise picture of all planned communications activities within HMRC as well as how it relates to HMRC goals and government priorities. The ability to be more proactive by offering foresight of planned activities and emerging trends to recognise chances and boost our campaigns. The time and space to take a step back and reflect on our previous actions, allowing us to learn from our mistakes. A government-wide centre of excellence for communications expertise, with access to professional bodies and study opportunities to 
A resource for information, consultation, and advice on accessible data, audience knowledge, and segmentation. Trends discovered by regular horizon scanning - social listening, organisational listening, and the curating of important information from throughout the company - a link to a larger network of government-wide communications and stakeholder best practise leaders
The Strategic Communications team's goal is to empower the communications community in essential responsibilities such as planning and assessment.
-trends and insights
-education and training
-corporate publications -business management

[bookmark: _Toc89025754]3.2 Recommendations to improve current strategy

A survey of 100 co-workers was done by the author. She just asked one question: Do you think you're appreciated at work?
The following were the findings:


Although a bigger percentage stated that they felt appreciated at HMRC, there are still 36% who do not agree or prefer not to comment, suggesting that improvements are needed. Table 2.0 below contains the writer's recommendations for the present strategy.

	Objectives
	Recommendation

	Policy Reform
	The grievance procedure to be redesigned immediately. How we investigate, terminate, and suspend, whistleblowing, discipline, conduct are all related policy areas that could benefit from change. Mediation and early settlement should be used more widely and effectively. Also using evidence to inform policy is recommended. 

According to Danku, Apeteley, Aboagye, and Benyebaar (2015), when grievances are ignored or managed incorrectly, they have a significant effect on motivation, morale, and leadership relations, as well as having a negative impact the organisation's productivity. As a result, they must be addressed with extreme caution.

The study's second theme looked at performance review and wage equality, and it was discovered that when managers conducted a biased appraisal, employees faced a lot of difficulties because they were discriminated based on race colour, and often the political factor played a significant role because wasn't in the manager's best interest to carry out a fair review without considering the benefits. 2007 (Poon). 

Even though research demonstrates such prejudice, cultural audits and management audits can help to mitigate these issues. Blake and Cox (1991).



	Establishing specific guidelines 
	Induction, policies, and development programs should all state out the basic expectations we have for employees, as well as what will happen if they are not met. HMRC need to establish its standards and communicate actively the consequences when individuals fail to meet them, even if it is trivial.

Departments might consider using specific advice on sexual harassment, appeals, and inclusive behaviours.

	Developing an inclusive culture
	I recommend that HMRC should take their time to review and understand the methods for reasonable adjustments, listen to the experience of colleagues working with the adjustments and learn how they are used in practise. 

HMRC should collaborate with colleagues throughout the organisation to plan out future technology needs, as well as any obstacles to access that technology, and how these barriers should be managed. 

This audit will also investigate how reasonable adjustments are conveyed, particularly in situations where requested adjustments are not possible to make. When reasonable adjustments are not possible, it is more respectful and honest to say so and have an adult-to-adult discussion about it.

Employees will ultimately leave if they do not believe their ideas, presence, or contributions are genuinely valued or treated seriously by their employer. (Bush,2021). This goes back to the SWOT analysis; this threat can be minimised by developing an inclusive culture.


	Enabling and Support
	Mental health issues, assistance with training and development and support for colleagues should be considered by examining the attendance management policy. The policy should examine how work-related absences are handled and if managers or employees need further support and policy simplification should be implemented with an accessible HR support system. Training should also be provided for employees enforcing these policies. 



                                                                                                                                                Table 2.0


                                                                                          
[bookmark: _Toc89025755]4.0 Conclusion


[bookmark: _Hlk89025655]The structure of the organisation gives it the structure it requires to carry out its mission in the environment (Nelson & Quick, 2011). The combination of the actions and decisions made within the operations function make up an organisation's operations strategy. The actions and decisions taken have a direct effect on the success and corporate strategy of an organisation. This suggests that a strategy requires merging organisational operations along with exploiting and managing organisation's resources environment to maintain current goals. Strategic management is an ongoing process that examines the organisation's areas of business, analyses its competition, set targets to match all existing and future competitors, and then revaluates each approach. 
This report has assisted the writer in identifying the internal and external influences that influence the organization's present approach; the SWOT analysis has assisted her in recognising dangers and opportunities, allowing her to focus on how to mitigate these threats. She was able to provide recommendations for the stakeholders and the strategy in place after reviewing the present plan. One of the dangers was being unable to retain employees; however, by monitoring and enhancing the respect at work plan, HMRC may be able to keep stakeholders such as employees and customers happy while also meeting business goals.
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	Strengths
	Weaknesses

	· HMRC is a well-known government organisation
· They are supported by the community and government 
· They treat employees with equality and respect
· Employees come from different backgrounds and hold different skills – creative teams, digital and technical skills
· New regional buildings – “We have now secured all of HMRC’s 13 regional centre sites, and building work is underway in 10 locations.” (Gov.UK). 
· Able to enforce rules
· “We are one of the country’s largest employers, with around 66,000 people working across the UK” (HMRC).
· Remote working for employees.  At the same time, HMRC enabled over 50,000 workers to securely transition from office to home-based employment. This includes supplying the necessary equipment and workplace changes. (Rehal, D. 2020).
· Office hours open at convenient times
· Introduction of digital services such as the Personal Tax Account.
· Customer service orientated
· Support employees in development– coaching and mentoring, extensive and thorough training for employees such as apprenticeships and Taxes Graduate programme
· Multiple stakeholders


	· Employees on lower pay then other civil service employees on the same job grade
· Unable to retain existing employees
· Do not have a good reputation with the public
· Lack of communication with 
· Not meeting targets due to covid-19 which are affecting the quality
· Stakeholders not being on board and refusing to work towards the strategic direction
· Constant changes – Employees may be resistant to change and unable to adjust to it fast and readily.


	Opportunities
	Threats

	· Support from employees
· Can work with charities. “Tax charities will be able to provide independent advice to support customers with their tax and benefit affairs.” HMRC, (2021).
· Can create a better reputation and stronger relationship with the public
· Enhanced customer service
· Promotions and development opportunities for employees
· Better workplace environment
· Collaborate with third-party health and wellness providers to give greater wellbeing assistance to employees during these historic moments
· Cycle to work scheme – Government green transport plan to reduce pollution and promote healthier life (Gov.UK, 2021).

	· Rise in national minimum wage
· Losing employees
· Complaints
· Social and political differences
· Threats from the public
· Public or employee strikes – due to lockdown for covid-19, environmental groups, employees, and union on strikes for pay and contract reform.
· Competition from other companies/organisations such as Deloitte, Department for Work and Pensions paying employees a larger salary.
· Spread of false information against HMRC
· Changes in leadership and administration.
· Job loss - more furloughs, benefits, and fewer people working, resulting in an inability to collect the necessary amount of tax and national insurance. It's possible that we'll be overpaying.
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	Stakeholders
	Key Concerns
	Existing communication methods
	Recommendation of more effective communication methods

	Media
	-Public outrage
-Relevance 
-The influence of the media
-Bad reputation
	-Meetings
-Social/digital media
-Written communication
-Seminars
-Publications
	-Visits to the site
-Interviews
-Press conferences
-Press releases
- Have access to the correct information 

	Government
	-Funding for training, development opportunities
-health and safety
-Legislative frameworks
-Ensuring rules and regulations are being followed and in place
	-Meetings
-Written communications
-Presentations
	-Seminars
-Visits to the sites
-Verbal communication
-Forums 

	Employees
	-Unable to retain existing employees
-Discrimination
-Conflict 
-Health and safety concerns
-Low productivity

	-Meetings
-Written communications
-Verbal communication
-Presentations
-Interviews
-Coaching and mentoring sessions

	-Forums
-Presentations
-Activities
-Training

	Customers
	-Conflict
-Not paying the tax
-Fraud
-Financial difficulty
	-Phone calls
-Telephony
-Social media
-Written communication

	-Face to face meetings
-Video meeting
-Education

	Community
	-preparation for emergencies
-protests
-financial difficulties

	-Written communication
-Verbal communication
-Media
-Social Media
-Telephony 
	-Education
-Open forums
-Activities 




Do you feel respected at work?	
Yes	No	Prefer not to say	8.1999999999999993	3.2	1.4	
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