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Question1:
[bookmark: _Hlk130572615]Evaluate the advantages and disadvantages of the organisation structure in your organisation (or an organisation with which you are familiar) and evaluate the advantages and disadvantages of one other organisation structure. Within the evaluation, you should include the reasons underpinning the structure. (AC 1.1)
An organisational structure is a framework that guides employees to understand their job responsibilities, accountability, decision-making authority, and how they interact with others in the work teams (Organ, 2023). Two organisational structures, hierarchical and decentralised, are taken here for evaluation, and Tesco and Timpson’s are used as examples.  
A hierarchical organisation structure is pyramid-shaped, and the chain of command moves down through the pyramid, and with each level, the responsibilities and authority will decrease (Organ, 2023). Tesco follows this structure (Woods, 2007).
Tesco is a UK-based multinational supermarket with around 5000 stores and employs about 337,000 worldwide; it sells food and beverages, clothes, and home appliances and offers financial services. The geographical spread and diverse offerings of the products and services underpin this hierarchy at Tesco. A hierarchical structure gives space for a transparent chain of command, and everyone clearly understands their roles, responsibilities, and boundaries (Organ, 2023), essential for the success of a large organisation like Tesco. 
Although this structure gives employees a sense of security and clarity on how their careers will progress, it may hinder human potential and autonomy and, in effect, negatively affect their engagement (Pongpladisai,2023). Also, the employees might be demotivated due to close controlling and managing actions (BBC, no date). Additionally, any organisational change will take longer in these organisations (Organ, 2023). 
A decentralised organisational structure allows decisions to be made by middle-level managers and subordinates rather than coming from higher-level managers (BBC, no date). Timpson is a leading retailer in the UK & Ireland in shoe repairs and key-cutting services, with 5,600 employees working in 2000 stores (Timpson, 2019). The niche area of their products and services mainly underpins and allows them to adopt a decentralised structure and allows more autonomy to employees in making decisions (Organ, 2023). It is evident in Timpson as the CEO claimed that ‘trusting employees to make decisions was a key to Timpson’s success’ (HR Magazine, 2017). 
In the decentralised structure, human potential is fully appreciated. It enhances employees’ job satisfaction, motivation, and commitment and increases productivity. Also, this structure responds quickly and effectively to change as the employees are used to responding to situations and making decisions regularly (Pongpladisai,2023). Although a decentralised system allows autonomy, it might cause a lack of role clarity and confusion, resulting in employees working for cross purposes and objectives (Ezigbo, 2012).
In summary, the organisation’s size, geographical spread, and areas of products and services will determine the organisational structure.  (Word Count – 408)
 
Question 2
Analyse connections between your organisation’s strategy (or an organisation with which you are familiar) and its products or services, and customers. (AC 1.2).
Hywel Dda University Health Board (HDUHB) and Timpson are the two organisations under consideration. 
HDUHB's strategy focuses on constructing a healthier mid and west Wales by providing safe, sustainable, accessible primary, secondary, and community healthcare services to its population, which is around 384,000 living in Carmarthenshire, Ceredigion, and Pembrokeshire (Swansea University, no date). 
However, significant concerns have been raised that the organisation cannot meet the patients' service needs. For example, in primary care, patients had to travel to attend their GP appointments and face a lack of telephone appointments (Griffiths, 2023). Incorporating modern technology, such as video consultations, to ease the issue has barriers due to digital illiteracy among the population (Gann, 2018). There have been long delays in accessing secondary care services; for example, outpatient appointments with a subject expert may take twenty-four weeks (NHS 111 Wales, 2023). In addition, the Health Board's plans to downgrade general hospitals in counties and build a new centralised state-of-the-art hospital attracted severe protests from the communities and caused a lack of trust in the Health Board (BBC, 2022). 
The above demonstrates an apparent disconnect between the strategy and the delivery of its services, which may damage the organisation's reputation and trustworthiness among the service users. This may result from strategies being planned in isolation rather than considering the population's essential needs and practical problems.
The second organisation under consideration is Timpson, a popular retailer in the UK and Ireland that offers shoe repairs, key cutting, and dry-cleaning services. 
In terms of strategy, the organisation follows a customer-centric approach and provides convenient and essential services in easily accessible locations such as supermarkets (Timpson, no date). The organisation has aligned its services with the daily and essential problems local communities face and showcases a strategy to resolve them. It gained popularity among its customers. 
To achieve this, the organisation follows upside-down management, and the mission statement quoted that the best way to give great customer service is to provide employees with the freedom to make decisions depending on the situation, such as settling a complaint up to £500 (Timpson, no date). By providing services tailored to meet local communities' needs, such as key cutting and shoe repair, the organisation became part of the local community, recruiting ex-offenders and demonstrating social responsibility. 
In essence, the organisation's strategy streamlines its aims and embeds the service users and providers at the heart of its operations.  (Word-Count – 404).










Question 3
Analyse three external factors or trends currently impacting your organisation (or one with which you are familiar). The impact of these factors or trends could be positive, neutral or negative, some are short-lived whilst others are long-lasting. Identify organisational priorities arising from the factors or trends analysed. (AC 1.3)
The organisation considered is Hywel Dda University Health Board (HDUHB), which provides primary, secondary, and community healthcare to 385,600 in three counties (Hywel Dda-About Us, no date). Three trends impacting the organisation taken into consideration are the rurality of the organisation, the political impact after Brexit and the Economic climate.
Rurality
HDUHB serves a considerable rural population, posing unique challenges in healthcare delivery, particularly for those with long-term health conditions. Ensuring access to healthcare for residents in these communities remains a priority, yet geographic barriers complicate service reach. (Green et al., 2019). In addition, integrating services from local government and the voluntary sector to these communities remains a significant challenge Senedd Research, 2021). These are long-lasting challenges.
Equally, healthcare staff recruitment and retention are also a particular concern. To deal with this effectively, the health board currently works with medical schools in the area, such as Swansea University, to come up with specialised programmes that focus on rural healthcare and promote this among medical students (Senedd Research, 2021). Furthermore, it works with the local government to improve the integrated service delivery across the area (Rural Health Plan, 2009).
Political (Brexit)
The UK’s policy changes regarding free movement to the UK from other European Union countries impacted the already challenging recruitment and retention of healthcare staff for the organisation (Green et al., 2019). In addition, due to the supply chain disruption due to the new laws, delays in getting medicines will impact the country as a whole, and the organisation will also experience the impacts. These are medium-term challenges.  
The organisation needs to prioritise fill-in the staff shortage, and one of the ways could be creating training opportunities for the existing employees and upskilling them, in addition to creating apprentice programmes for various healthcare professions and starting recruitment from schools and colleges, which the health board currently undertaking (Hywel Dda University Health Board, 2022).
Economic climate
Economic fluctuations and government budgetary decisions can impact the amount of funding allocated to NHS Wales, and HDUHB is affected by this, too. (Hughes, 2023). 
Therefore, HDUHB seeks efficiencies through value-based healthcare and strategic resource allocation. It will affect all areas of spending including staff recruitment. This will impact recruiting adequate employees to match the healthcare needs. (Hughes, 2023) and have a domino effect on service delivery. In addition, a rural health board like HDUHB will feel additional strain on integrating services to provide healthcare to its rural population. (Word count – 404)

Question 4
When setting out its view on automation, AI and technology, the CIPD states, ‘Automation, artificial intelligence (AI) and other workplace technologies are bringing major changes to work and employment.’  Assess the scale of technology within organisations and how it impacts work. (AC 1.4)
The latest statistics show that technological advances and increased integration in workplaces, such as digitisation and automation, transform jobs by substituting, augmenting and creating new tasks (CIPD, 2020a). Although the increased integration of technology increased efficiency and productivity, it leads to debates focusing on whether technologisation leads to technology dystopia.  
In this technological era, organisations are focusing on utilising technology within their infrastructure to get maximum benefits and be able to control, coordinate and collaborate business activities more efficiently and cost-effectively.  Artificial intelligence and other technological advances perform an increased variety of tasks with improved quality, lower costs, and improved safety, it attracts organisations and they tend to allocate more resources towards building and incorporating these technologies for their business functions (Cascio and Montealegre, 2016).  In addition using advanced technologies, organisations can collect current and relevant data and be able to make informed, evidence based decisions (CIPD, 2020b); in addition, it creates an unprecedented level of connectivity (Friedman, 2023). 
The COVID-19 pandemic has accelerated the adoption of flexible and remote working arrangements driven by technological advancements. Organisations have had to rapidly develop solutions to enable virtual collaboration and homeworking to maintain productivity and employee well-being. While technology has facilitated productive work during the crisis, concerns have emerged regarding maintaining a healthy work-life balance, rising job insecurity, and employee well-being. (CIPD, 2020b).
Based on the World Economic Forum (2018) report, the automation and Artificial Intelligence will reduce the human hours to 58% from 71% by 2025 as technology can replace specific skills and undermine certain jobs (CIPD, 2020b). This phenomenon contributes to inequalities, as individuals with lower bargaining power may struggle to access better-quality jobs that emerge, leading to precarious and low-quality work for some segments of the population. Organisations need a people strategy to deal with this problem effectively (CIPD, 2020a).
However, it is debatable whether the organisations are equally focusing on people strategies as they focus on digital strategies and commit to bridging the gap between them. Ideally, organisations need to assess which skills are in demand and which are declining. They need to look beyond traditional metrics of job quantity and consider attributes of good work, such as job complexity, skills utilisation, and workers' autonomy, to inform their people strategies and practices (CIPD, 2020a). Based on that, they need to reskill their employees, and employees also need to prepare themselves for this change, upskill themselves, and learn new skills to effectively work with new technologies (Cascio and Montealegre, 2016) (Word Count – 411).  







Question 5
Explain Edgar Schein’s model of organisational culture and explain one theory or model which examines human behaviour. (AC 2.1)
Schein’s model of organisational culture
This model originated in 1980 and identifies three distinct levels in organisational culture: artefacts, espoused values, and assumptions. Artefacts are phenomena that people observe, hear, and see when they enter an unfamiliar group environment (Schein, 2016), such as clothing, technology, products, language, observable behaviour of the group members, etc. However, the observer’s perceptions are hugely influenced by their prior experiences. For example, a clean office environment, with well-organised, tidy desks, might instil trust and positive feelings in one, equally rigid and uncompromising for another.
Espoused values focus on the rules and expected behaviours set out by the organisation; these are the organisation's visions, values, and goals. For example, the mission statement sets out the organisation's purpose and gives its members a shared identity that they work towards achieving the same goals.
The third level of the model discusses shared basic assumptions within an organisation, comprising unconscious, taken-for-granted behaviours shaping its culture through agreed but unspoken practices. For instance, a lack of diversity in leadership sends a subtle yet potent message about limited career progression opportunities for certain individuals (Schein, 2016).
In conclusion, if the organisation’s artefacts, espoused values, and assumptions were aligned together, it would create a positive organisational culture.   However, Shein’s model is criticised as too linear to explain the complexity and interdependency of organisational phenomenon (Schein, 2016).
Social Identity Theory
Tajfel and Turner's 1979 theory posits that individuals categorise themselves into groups based on shared characteristics, such as ethnicity or fandom. They then evaluate the worth of their in-groups and out-groups, shaping their social identity. This process of social categorisation, group evaluation, and perception of value contributes significantly to one's overall social identity (Trepte and Loy, 2017).
While a positive identity boosts self-esteem, a negative identity, such as memberships from socially stigmatised groups based on race, gender, or ethnicity, leads to ongoing competition. These members try social mobility behaviours or cognitive strategies to create a more positive image of the group (Trepte and Loy, 2017). The 'Black is Beautiful' movement, originating in 1962 in New York (Adesina, 2022), notably reshaped the image and identity of Black Women positively. 
The theory further states while subordinate groups challenge the social hierarchy, dominant groups seek to reassert it (Reicher, 2004). For example, while the NHS stands as the largest employer of Black and Ethnic minority members, disparities persist in recruitment, promotion, and career progression (Kline, 2015).                                                                             (Word Count – 400)

















Question 6
Assess how people practices in your organisation (or one with which you are familiar) impact both on organisational culture and behaviour, drawing on examples to support your arguments. (AC 2.2)
People are central to all organisations; therefore, people practices carried out by various people professions such as Human Resources, Learning and Development and Organisational Development influence and are influenced by organisational culture and behaviour (CIPD, no date). The organisation considered is Hywel Dda University Health Board (HDUHB).
The organisation sets out nine core values and expects all employees to embrace and demonstrate these in their daily interactions and behaviours. The nine values are dignity, respect, fairness, integrity, honesty, openness, caring, kindness, and compassion (Our values, no date). These values were embedded in the policies and publicised via various mediums such as posters, websites, organisational literature, etc. 
The organisation's Equality, Diversity and Inclusion policy was drafted in line with the Equality Act 2010 and committed to protecting individuals from direct and indirect discrimination and harassment. There were networks such as Black, Asian, and Minority Ethnic group networks for people from these backgrounds to gather and voice their opinions. In addition, platforms are available for employees to discuss things confidentially. 
Regarding learning and development, all staff members have equal opportunities to develop themselves. However, these opportunities involve various stages of approval before an employee embarks on a training or qualification. Whether all employees were given equitable opportunities at their team level needs to be clarified, as no mechanism is currently available to capture this.
When it comes to recruitment, the organisation has a fair and open recruitment policy and welcomes people from all walks of life and backgrounds. Notably, non-white ethnicity members occupy predominantly medical occupations, which is in line with the trend across NHS (Key Workforce findings, 2022). Although some diversity could be observed in junior non-medical roles, only very few members went to mid-senior roles and had no representation in very senior positions. 
Why are these members not progressing to senior positions despite all these supportive policies and the organisation's commitment to embracing fairness is a question. It is worth noting Kline's (2015) claim in his paper 'Beyond the snowy white peaks of the NHS' that discrimination and racism are prevalent across the NHS, and measures need to be put in place to deal with them effectively.
In addition, it is a concern whether the gold standard policies and the vast focus given to display the values made the discriminatory practices subtle and invisible. For example, why minority groups are not progressing to senior positions in non-medical roles is a concerning question. The organisation must explore the reasons for these subtle but persistent issues.
                                                                                                                                          (Word Count – 414)

Question 7
Peter Cheese, current CEO of CIPD asserts, ‘People professionals are a vital function in supporting businesses to adapt to rapidly changing circumstances’. Explain two different models or theories to managing change. (AC 2.3)
Lewin’s 3-step change model 
This model is anchored on the ideology that learning can achieve planned changes. The three steps of this model are unfreezing, moving, and refreezing.  
The unfreezing stage focuses on destabilising an individual’s already imprinted practices and behaviours and removing complacency towards existing practices, which may result in an emotional stir-up. The second stage focuses on moving; the organisation needs to carefully guide the motivated stakeholders to learn new practices and acceptable behaviours. The third stage, refreezing, focuses on stabilising the new set of behaviours and practices and ensuring the old practices will not regress (Sarayreh et al., 2013).
Lewin’s model was criticised for assuming all other organisational forces are constant during change, and this model is only applied in small-scale organisations (Burnes, 2004). On the other hand, the modern approach to organisational change is viewed as a constant phenomenon (CIPD, 2023). 


Kotter’s 8-step model.
This model explains change initiative in 8 steps. They are determining the urgency of change; here, the organisation needs to create an automatic determination for the stakeholders to move on. The second step is creating a solid change leadership to guide the stakeholders in the right direction, identifying and eradicating problems. The third step is developing a new vision and establishing how the future differs from the past. The fourth step focuses on communicating the new vision to all stakeholders and gaining their trust. Communication strategies play a vital role in this stage. The fifth stage focuses on empowering the stakeholders and removing any barriers that get in the way of the change process. The sixth step is identifying short-term wins and motivating the stakeholders to pursue the change actively. The seventh step is to keep the momentum by getting senior management team members on board and clearly conveying the vision to stakeholders. However, accelerating too fast may result in employee resistance to change (Morain, 2023). In the eighth step, the management needs to ensure the new culture is firmly anchored by communication and the honest results of the change (Laig and Abocejo, 2021).
Lewin’s model emphasises changing organisational norms, culture, and policies and focuses on changing individuals’ behaviour to ensure an effective change. However, Kotter’s model solely concentrates on changing people and disregarding organisational culture, systems and strategies, which was critiqued by other scholars (Sarayreh et al., 2013).                         (Word Count – 387)

Question 8
A variety of models have been developed to explain how change is experienced. Discuss one model that explains how change is experienced. (AC 2.4)
Various models explore individuals' experiences during change, including Bridges' transitional model, Kubler-Ross's change curve, ADKAR model, etc. The Kubler-Ross change curve is taken here to gain insight into how change is experienced. 
Kubler-Ross originally developed the change curve in the 1960s to explain the grieving process and stages of terminally ill patients once they came to know their prognosis. The five stages of the grieving process are denial, anger, bargaining, depression, and acceptance (Potter, 2021). Later, this model was broadened to explain and understand how organisational individuals experience change (Malone, 2018).
In organisational change, denial is the first stage experienced by employees; it is relatively short-lived; in this stage, employees may not fully function, and it affects efficiency; they also seek reassurance that the news is not true. In the second stage, employees experience anger and restlessness for the sudden change in their routine and tend to blame themselves or others. In the third stage, attempt to negotiate to avoid the change's impact. In the fourth stage, the realisation of change starts to sync, resulting in depression; this would be the lowest point in the curve, and performance will be at its lowest. In the fifth stage, employees accept that change and understand that it is inevitable, and the mood is more optimistic and enthusiastic, looking for new exciting opportunities (Chavan and Bhattacharya, 2022).
Although it is a comprehensive model, there was criticism about its therapeutic origins and suitability for use in a business domain. Researchers questioned whether individuals would get support in a healthcare environment and how it would work in an organisational domain. (Simpson, 2022). It was suggested that managers can perform this supportive role, such as in the shock, denial, and anger stages, showing sensitivity to the employees and giving them space. Listen to them but be firm in the bargaining stage, show empathy and patience during the depression stage and wait for them to emerge in the acceptance stage to explore new ways of working.  (Potter, 2021).
Furthermore, there needs to be evidence in the original model that everyone will go through all the stages (Simpson, 2022). However, the defence offered for this is that the Kubler-Ross curve has been found to work for the majority of the situations related to change (CIPD, no date).
Although this model is widely used, the organisation must appraise whether it suits their work environment.                                                                                                                  (Word Count – 400)

Question 9
The CIPD’s Health and wellbeing at work survey 2022 found, ‘There is less management focus on health and wellbeing compared with the first year of the pandemic’, and goes on to remark that this is disappointing. Assess the importance of wellbeing at work and factors which impact wellbeing. (AC 2.5)
 Employee well-being could be defined as a holistic culture that embraces a comprehensive approach to addressing various dimensions such as physical, emotional, financial, social, career, community and purpose (Meister, 2021); this holistic approach is indicated in the CIPD (2022) good work index. Creating a holistic culture to promote employee well-being will help the employees to flourish and reach their potential.  This, in return, benefits the organisation as contentment and increased well-being are proven to enhance employees' resilience, reduce sickness absence, and boost performance and productivity (CIPD, 2023b). 

Employees who were satisfied with their organisation were more engaged with their job roles and committed to furthering the organisation's goals.  Equally, an unhealthy work environment will affect employee well-being, productivity, and performance (Rasool et al., 2021). 
Krekel, Ward and De Neve's (2019) meta-analysis of 239 organisations across 49 countries suggests a strong positive correlation between employee wellbeing and productivity, customer loyalty and business profitability. When considering factors affecting employee wellbeing, workplace environment, job satisfaction, inclusion and diversity, career development opportunities, fair pay and benefits policies were noted as some of the crucial ones that impact employee wellbeing (CIPD, 2023b). 
Workplaces that offer autonomy and development opportunities allow employees 'voices' to be heard, increasing employee satisfaction and, in return, enhancing their engagement. Satisfied employees are committed to furthering the organisation's goals and being ambassadors for the organisation (Krekel et al., 2019).  In contrast, a toxic workplace culture negatively affects employee engagement and well-being and increases turnover intentions (Rasool et al., 2021).  Notably, organisational support has been proven to reduce stress and burnout (Bobbio, Bellan and Manganelli, 2012; (Leung, Hong and Skitmore, 2008).
Mäkikangas et al. (2016) noted an exciting pattern that younger employees and job changers were found to have reduced well-being. In contrast, mature employees and 'job stayers' tend to have increased well-being. One explanation for this could be that younger employees are affected by work stressors more than mature employees, and moving to jobs comes with learning new jobs, work environments, and people, which could impact their well-being.
The above points out that people professionals have a lead role in steering organisations' health and wellbeing agenda (CIPD, 2023b). Equally, organisations must incorporate it into the business model and all its activities to keep a happier workplace and increase profitability. 
(Word Count – 378).

Question 10
The CIPD Profession Map states ‘People practices are the processes and approaches that we use across the employee lifecycle’. Discuss the links between the employee lifecycle and different people practice roles. (AC 3.1)
The employee life cycle (ELC) was first introduced in the 80s by Beer and colleagues in their book ‘Managing Human Assets’ (Gladka, Fedorova and Dohadailo, 2022). In the current Human Resources realm, a six-stage ELC model is in practice. They are attraction, recruitment, onboarding, development, retention and Offboarding. 
Attraction is the stage where the organisation advertises to search for potential employees; in the recruitment stage, it focuses on finding the right people for the job positions, and in the onboarding stage the employee understands the organisation and is made to know what is expected of them. The development stage is when the company develops the employees, offering training opportunities to upskill them, creating career progression paths, etc. Retention stages is a product of the success of stages one to four. Offboarding is the final stage of the ELC, where employees leave the organisation for various reasons (Crc, 2019).
Professionals from people practice domains such as workforce and Organisational Development (WF&OD), Learning and Development (L&D), Human Resources (HR) and Recruitment have a key role to play throughout the ELC to ensure successful retention of employees. Leung (2019) highlights employee engagement as the key in terms of recruitment, retention, and productivity, and organisations should incorporate a comprehensive engagement approach to each stage of the ELC. Employee engagement can be defined as a state of positive attitude towards their work derived from high levels of energy, emotional commitment, and satisfaction with their jobs (Lahey, 2016). Organisations with a formal engagement strategy are 67% more likely to improve their revenue year-over-year (Lahey, 2016). 
Organisations need to create appealing customer and employer brands, promoting them across various channels like social media to attract potential candidates. Workforce and Organizational Development (WF&OD) is crucial here. Recruitment professionals should focus on building relationships and offering genuine, human experiences rather than merely sifting through resumes. During onboarding, HR professionals must ensure a robust system connects managers with new hires for effective learning instead of just completing paperwork. In the development phase, Learning and Development (L&D) should facilitate spontaneous learning alongside structured programs like mentorship. Policies like 'rewards and recognition' should be in place to retain employees. Providing a positive exit experience encourages departing employees to speak positively about the organisation, potentially benefiting future talent acquisition (Leung, 2019).
The people professionals’ involvement in the ELC can be summarised with one of Richard Branson’s quotes, ‘Train people well enough so they can leave. Treat them well enough so they do not want to’.                                                                                                                     (Word Count – 414)


Question 11
Analyse how people practice connects with other areas of an organisation and supports wider people and organisational strategies. (AC 3.2)
Organisations adopt strategic human resource management (SHRM) to ensure that human resources are used in alignment with achieving organisational goals (Haan, 2023). Therefore, people's practices are directly and indirectly connected to other business areas, such as performance management, equality, diversity and inclusion, and training and development (Hameed, 2024). Four of the areas were taken into consideration here.
Leadership Development
Effective leaders are crucial to empowering and encouraging their teams to achieve organisational goals, and people practices are generally a driving force in developing these leaders (Lattimer, 2023). Human Resource professionals identify leadership potential in the organisation and offer training and development programs (Garavan et al., 2016). In addition, it supports and facilitates succession planning and develops future leadership (CIPD, 2024).
Performance Management
Helping employees perform well is a central role of line managers (CIPD, 2024). However, people practice professionals could play a crucial role in training managers to help employees understand the connection between the employee role objectives and the wider organisational objectives. Also, training them to give constructive feedback, spot areas for improvement, and explore sources to develop them as part of performance management will encourage the employees and motivate them to achieve their potential (CIPD, 2024). It, in turn, makes the employees feel valued and increases their organisational commitment. 
Equality, Diversity and Inclusion
People practice professionals could play an important role in creating an inclusive culture and safe work environments where employees feel safe to speak up and voice their opinions. They can evaluate policies and practices to ensure the organisation's formal and informal mechanisms are included in broader management practices. They can also be involved in influencing senior management's commitment to EDI practices and initiatives; in addition, people practice professionals can assess the hiring data to ensure there is no bias involved in recruitment practices (CIPD, 2022). Research shows that inclusive workplaces are highly innovative (Büter, 2020).
Learning and Development
They can facilitate this by designing and implementing training programs tailored to employees' needs and organisational goals. HR can align learning opportunities with individual and organisational objectives by identifying skill gaps and career aspirations. Moreover, they can advocate for a culture of continuous learning, encouraging knowledge sharing, mentorship, and feedback loops. HR professionals also evaluate the effectiveness of learning initiatives, making adjustments to optimise outcomes. By championing learning and development, they empower employees to enhance their skills, drive innovation, and contribute to the organisation's success (CIPD, 2023c). 
    (Word  Count – 400)






Question 12
Discuss processes you have, or could use, for consulting and engaging with internal customers of the people function in order to understand their needs. (AC 3.3)
Engaging and consulting with internal customers of the people function is crucial for understanding their needs and ensuring that HR initiatives align with organisational goals. Some processes that could be used for this purpose are interviews, focus groups, surveys and open forums. 
Surveys
Surveys are generally cheaper to administer to many stakeholders and get quicker responses than other engagement methods. For example, surveys can be used if HR professionals would like to know their views about a specific flexible working practice. However, surveys don’t allow for probing a point further or obtaining more information on a chosen topic, which might be a disadvantage of surveys. In addition to that, the surveys wouldn’t give space to ask complex questions. However, it will allow anonymity to the respondents, and they tend to provide a more truthful response (Taylor et al., 2018). Surveys are usually quantitative responses and can be analysed using software.
Interviews
Interviews are a great way to collect rich and in-depth information from internal customers. 
This could be closed-end questions or semi-structured interviews where the respondent could be further probed for specific topics. The main difference between interviews and surveys is that the interviewee must listen attentively and understand what the respondent is saying. Considering surveys, interviews are time-consuming and need to be handled with care and sensitivity. This means the individuals conducting the interview need to be trained to conduct interviews. This is a great way to gather in-depth, qualitative information. Unlike surveys, trained professionals must analyse interview data to capture meanings effectively (CIPD, 2020c). 
Focus groups
This method can be used to engage with customers to understand their viewpoints on a specific concept or idea. This method promotes discussion, allows various viewpoints simultaneously and enables the facilitator to capture different attitudes and opinions on a topic. For example, the people professionals need to know a specific Learning and Development initiative. In that case, they can use focus groups to gather qualitative data in a shorter period than one-to-one interviews. However, this method has drawbacks as well, such as in a busy work environment, it might be harder to gather a group of people in a place to enable the discussion. In addition, not everyone may have equal opportunity to voice their opinion due to personality, such as shyness, and some individuals might dominate the conversation. Furthermore, this method will not allow participant anonymity; in an organisational context, this might be a problem (Social Research Update, no date).                                                                                                              (Word Count – 409)
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