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AC 1.1 
ParcelCare is a well-established company that has operated for a long time, implying that it has been a good and reliable employer. However, in today’s labour market, the company is finding it harder to attract and keep staff because competition for workers has increased. According to McCartney and Noble (2025), employers must now stand out in ways beyond pay, ensuring they present the right message to candidates while recognising that people increasingly prioritise work–life balance and wellbeing.
Dewey (2024) explains that with the rise of the gig economy, where people work as independent contractors through digital platforms rather than in permanent jobs, drivers are now weighing the flexibility and freedom of gig work against the stability and benefits of full-time delivery roles. Competitor analysis can help ParcelCare understand what these rivals are offering and how it can strengthen its position as an employer of choice.
Many competitors attract employees by offering flexible, independent work that allows drivers to choose their hours, earn more at peak times, and enjoy greater control over their schedules (Dewey, 2024). To compete effectively, ParcelCare should focus on what makes it different, its long-standing reputation as a fair and dependable employer. Dewey (2024) also highlights that gig driver jobs often lack stability, with unpredictable income, no benefits, and high vehicle expenses that threaten financial security. In a changing economic climate, the stability that ParcelCare offers has become a valuable quality for many workers, as job security and the promise of steady, long-term income remain powerful motivators for attracting and retaining employees (Brown, 2024). The company should build on this trust by maintaining fair pay, predictable shifts, safe working conditions, and clear opportunities for growth. Regularly reviewing its benefits against competitors will help ParcelCare strengthen its position as a reliable and respected employer of choice in the delivery industry.
Competitor analysis is essential to achieving success in attracting, recruiting, and retaining employees, as it enables ParcelCare to understand how it is positioned in the labour market compared with other employers. By analysing competitors’ pay, benefits, working conditions, and career opportunities, ParcelCare can identify gaps in its own offer and make informed decisions about where to improve. This approach aligns with guidance from the CIPD (2024), which highlights that organisations must understand what sets them apart from competitors to compete for talent and strengthen recruitment and retention practices.
By carrying out competitor analysis and offering fair, flexible workloads, ParcelCare can improve recruitment, reduce turnover and boost morale. Strengthening its reputation for reliability and fairness through competitive pay, clear development opportunities and open communication will help ParcelCare remain attractive in a competitive delivery industry. 
AC 1.2
Changing labour market conditions have a significant impact on ParcelCare’s resourcing decisions, influencing how the company attracts, recruits, and retains employees. According to West (2025), the UK courier sector continues to face a severe driver shortage, fuelled by post-Brexit limits on EU workers and rising fuel and maintenance costs, forcing companies like ParcelCare to compete with higher-paying HGV roles and larger firms offering more attractive benefits packages.
A tight labour market, defined by low unemployment and a high number of vacancies, means that employees have greater choice and are more likely to explore new opportunities offering benefits or conditions they may not have in their current role (Waite et al. 2021, p.101). In these conditions, ParcelCare will struggle to fill key roles, prompting a review of pay, benefits, and working conditions to remain competitive. Recruitment efforts should focus on attracting staff through pay increases, quicker hiring processes, and clear messages that show the company offers stability, opportunities to grow, and work-life balance. 
In a loose labour market on the other hand, where there are plenty of jobseekers and few vacancies (Waite et al. 2021, p.101), ParcelCare can be more selective and focus on hiring quality rather than at speed. However, it must still invest in its employer brand and fair working practices, as candidates continue to value job security and career progression (Brown, 2024). 
Labour market changes also influence ParcelCare’s long-term workforce planning. To make informed decisions, the company should draw on reliable labour market data from sources such as the Office for National Statistics (ONS) and the CIPD’s Labour Market Outlook (CIPD, 2025). These sources provide clear insights and forecasts on job market trends, pay growth, and the availability of workers. Using this information, ParcelCare can make better decisions about using permanent and temporary staff to manage fluctuations in delivery volumes. In tighter markets, this may mean increasing the use of agency workers to meet demand, while in looser markets, the data can help ParcelCare build a stable, long-term team that supports the company’s plans.
Changing labour market conditions greatly influence how ParcelCare attracts and retains staff. In tight markets, the company must offer competitive pay and conditions to attract limited talent, while in looser markets, it can focus on building a skilled and stable workforce. By using reliable labour market data to guide resourcing decisions, ParcelCare can stay adaptable, competitive, and well-positioned to meet both immediate and future workforce needs.
AC 2.1

Workforce planning, as defined by the CIPD (2025), is the process of balancing the supply of labour and skills against the demand for people and roles within an organisation. The process ensures an organisation has the right people, with the right skills, in the right roles, at the right time. It is owned by the whole business and supported by HR, focusing on analysing the current workforce, identifying future needs, and bridging any gaps to achieve strategic goals. 
Workforce planning operates across different timeframes, operational (short-term) and strategic (long-term) depending on whether the focus is on the year ahead or on future growth over a three- to five-year period (CIPD, 2025). At ParcelCare, effective workforce planning could be key to overcoming its ongoing recruitment and retention challenges, improving performance, and ensuring sustainable business performance through better understanding and therefore smarter decisions about future staffing needs.
The CIPD (2025) outlines six key stages of workforce planning: setting a baseline, managing workforce supply, recognising demand, conducting a gap analysis, creating an action plan, and delivering the right workforce for success. By following these steps, ParcelCare could take a more proactive, evidence-based approach to managing its people.
Accurate forecasting is especially important in the courier industry. West (2024) highlights that analysing past delivery data helps companies predict peak periods, allowing them to plan resources effectively and maintain smooth operations. Supporting this, Accenture (2021) found that businesses using advanced forecasting analytics can reduce inventory costs by up to 10% while improving service levels.
By analysing its current workforce and examining skills and turnover, ParcelCare would gain a clearer understanding of its strengths and be able to identify shortages among delivery drivers. The CIPD (2025) highlights that analysing workforce data enables organisations to anticipate staffing issues and respond effectively to changes in their operating environment. At ParcelCare, this would mean being better prepared for seasonal peaks, new technology, and changing customer demands. Understanding these factors would allow the company to plan and ensure it has the right people and skills to meet business needs. Forecasting future workforce requirements would also help ParcelCare identify the workforce needed to reach its goals, such as expanding its delivery network or improving service speed, whilst also guiding decisions on recruitment, training, and flexible staffing options.
Effective workforce planning would deliver multiple benefits for ParcelCare. It would reduce labour costs by deploying staff more efficiently, increase productivity by aligning skills with roles, and improve retention through clear development and career opportunities. 
AC 2.2 
To ensure effective workforce planning at ParcelCare, it is important to use techniques that are accurate and reliable in practice. 
Demand forecasting, the process of analysing historical data and trends to predict future customer demand (Salesforce, 2025) is highly applicable in the courier industry, where delivery volumes can fluctuate rapidly due to economic conditions and seasonal peaks. At ParcelCare, accurate demand forecasting would allow the company to anticipate these changes and plan resources. This approach helps prevent understaffing during busy periods and overstaffing when demand is lower, leading to improved customer satisfaction, and reduced labour costs (Salesforce, 2025). 
However, the validity of demand forecasting depends entirely on the accuracy of the data used. As SalesIntel (2025) notes, forecasting without reliable data is ‘like driving blindfolded’ and can cause costly overstaffing or understaffing, leading to inefficiency and customer dissatisfaction. When supported by accurate data, forecasting improves resource allocation, operational efficiency and financial planning. For ParcelCare to use this tool effectively, it must rely on high-quality internal and external data, as emphasised by the CIPD (2025).
Another useful technique for effective workforce planning is gap analysis, one of the CIPD’s six stages of strategic workforce planning. It compares the organisation’s current workforce with its future needs, highlighting shortfalls and opportunities for improvement (CIPD, 2023). At ParcelCare, gap analysis could identify current staffing, skills and performance gaps and determine what is needed to meet future goals. 
Gap analysis strengthens demand forecasting by showing what skills and capabilities the workforce currently has, while forecasting focuses on how many employees are needed and when. Together, they provide a fuller picture, forecasting identifies staffing numbers, and gap analysis identifies the skills or training those employees need to meet organisational goals (Einstein, 2024).
However, like demand forecasting, its accuracy depends on high-quality, consistent data as outdated or incomplete information can lead to poor decisions. Einstein (2024) explains that once the data has been collected, an effective action plan should directly address the root cause of the gap and outline clear, achievable steps, such as allocating resources, providing training, and setting timelines, to move ParcelCare toward its desired goal. 
Gap analysis supports better decision-making by aligning workforce skills with business needs and supporting more focused training and recruitment decisions. For ParcelCare, it helps ensure the workforce remains skilled, adaptable and able to meet delivery demands. The CIPD (2023) highlights that gap analysis must be reviewed regularly to reflect changing needs. When updated with accurate data, it works alongside demand forecasting to give ParcelCare a clear picture of current and future workforce requirements, enabling more effective planning.
AC 2.3
At ParcelCare, internal recruitment should be supported with external methods such as job boards and networking sites to widen ParcelCare’s talent pool. This approach is strengthened by CIPD findings, which show that the most effective recruitment methods are company websites (74%), followed by professional networking sites (60%) and commercial job boards (58%) (CIPD, 2017). 
[bookmark: _Hlk214094054]Job boards such as Indeed, provide a cost-effective way to reach a large audience quickly (Waite et al. 2021, p.108). They allow ParcelCare to post detailed job descriptions, specify key skills, filter applications efficiently and increase visibility through sponsored adverts. CIPD research shows commercial job boards are especially effective for recruiting manual, technical and service-based roles (CIPD, 2017), making them well suited to ParcelCare’s workforce. Their main strengths are their wide reach and ability to attract large volumes of applicants quickly, making them ideal for roles like delivery drivers.
However, with job boards, ParcelCare would face competition from similar employers, and large applicant volumes may produce unsuitable candidates, increasing screening time. They also miss individuals who are not actively job searching.
[bookmark: _Hlk214100635]Alongside job boards, ParcelCare could use networking sites such as LinkedIn and Facebook to attract new talent. These platforms can reach passive candidates who are not actively job searching (Waite et al. 2021, p.109). Maintaining a social media profile can be time-consuming, however, when done well it strengthens employer branding and attracts better quality candidates.
Two effective selection methods that ParcelCare could introduce are skills tests and assessment centres. Skill-based tests are strong predictors of job performance and therefore provide a more objective and accurate measure of a candidate’s ability to carry out role-specific tasks (CIPD, 2024), this could include route-planning exercises or customer-service role playing. ParcelCare could use commercially available job-specific tests or create its own, however, Waite et al. (2021, p. 128) highlights that internally designed tests may have questionable validity and reliability.
Assessment centres allow ParcelCare to evaluate candidates through activities such as group exercises, presentations and role-plays that reflect real work situations. The CIPD (2025) states that assessment centres are strong predictors of future job performance. For ParcelCare’s fast-paced, team-based environment, they provide valuable insight into candidates’ problem-solving, communication and teamwork skills. Using trained assessors and standardised tasks, as recommended by the CIPD (2024), also helps ensure fairness, consistency and reduced bias. 
However, assessment centres can be costly and time intensive. To reduce expenses, ParcelCare could consider virtual assessment centres, which remove venue and travel costs while maintaining the same structured approach (Waite et al. 2021, p.127).
AC 3.1
Understanding turnover using the formula below is essential for ParcelCare to compare its rate with targets, past performance and industry benchmarks:
Total number of leavers over period x 100
Average total number employed over period
(Waite et al. 2021, p.102). 
At ParcelCare, having a high turnover is increasing costs and stretching resources. As the CIPD (2025) states, the impact of turnover depends on labour market conditions and the difficulty of replacing staff, meaning that losing employees in hard-to-fill operational roles to competitors can be particularly damaging and costly. High turnover also reduces stability and raises workloads for remaining staff. To address this, ParcelCare must understand why employees are leaving, and develop initiatives to improve retention.
[bookmark: _Hlk214183128]Avoidable turnover occurs when employees leave due to issues the organisation could have prevented. According to Taylor and Woodhams (2022, p.100), this type of turnover often stems from preventable dissatisfaction, such as poor management, limited development opportunities, low pay and high workloads. Research suggests that around 90% of employee departures fall into this category (Taylor and Woodhams. 2022, p.100), so addressing these issues through better workforce planning, stronger management support and development opportunities could significantly reduce turnover.
Unavoidable turnover arises from factors outside the organisation’s control, such as ill health, caring responsibilities, relocation or returning to study (Taylor and Woodhams. 2022, p.100). For ParcelCare, some degree of turnover is inevitable, and a certain level of movement can be healthy, allowing new ideas and perspectives into the business (Cockett, 2024). The key is achieving the right balance and understanding turnover patterns to plan future staffing needs more effectively.
To help ParcelCare understand why employees are leaving, we need to examine the push and pull factors. Push factors are internal issues that drive employees away, such as poor management, feeling undervalued or lacking opportunities for development (CIPD, 2025). At ParcelCare, push factors may include high workloads during peak delivery periods, limited career progression for staff, and feeling unsupported by supervisors. These negative experiences could create dissatisfaction and encourage employees to leave.
Pull factors draw employees towards opportunities outside ParcelCare. The CIPD’s Good Work Index identifies the most common reasons for leaving as better pay and benefits, improved work–life balance, and stronger confidence in leadership elsewhere (CIPD, 2025). This could be competitors offering higher pay, more flexible shifts or career development opportunities.  
The CIPD (2025) stresses that by the time an employee hands in their notice, it is often too late to change their decision. Understanding push and pull factors is valuable to understand what steps to take such as reviewing pay packages, supporting work–life balance, and offering clearer development routes. Taking these steps would help the organisation strengthen retention and reduce unnecessary turnover.
AC 3.2 
Retention of warehouse staff is essential for ParcelCare, and several approaches can support this. 
One key strategy is the use of realistic job previews, which give candidates a clear understanding of the warehouse role, including typical tasks and shift patterns. Providing this upfront helps reduce turnover by setting clear expectations. Job previews are low-cost and can include shadow shifts, where candidates observe an experienced employee performing the role (Taylor and Woodhams. 2022, p.103). 
A structured induction is also vital. McCartney (2024) explains that it helps new employees feel welcomed, understand their role and settle into the organisation. At ParcelCare, the induction provides essential information about the job, culture and expectations, enabling new starters to adjust quickly and work safely. By helping employees feel supported and connected from the outset, it reduces turnover and increases commitment and job satisfaction (McCartney, 2024). Although inductions require time and resources, they remain more cost-effective than repeated recruitment.
Job enrichment is a strategy used to motivate employees by giving them increased responsibility and variety in their jobs (Nikoloska, 2025). It focuses on making work more meaningful by expanding the scope of a role and increasing autonomy. In the warehouse at ParcelCare, this could include rotating responsibilities, involving employees in business changes, or giving experienced staff mentoring responsibilities. According to the CIPD (2021), job enrichment can be supported by job enlargement, which increases task variety by involving employees in multiple projects rather than adding responsibility.
These approaches prevent the monotony that leads to dissatisfaction or absenteeism by giving employees more meaningful responsibilities and variety (Nikoloska, 2025). Although job enrichment requires investment in training and workflow changes, it improves retention by making roles more engaging. 
Reward is one the main reasons that employees leave an organisation (Taylor and Woodhams. 2022, p.102). The CIPD (2025) explains that effective reward packages must meet the needs of employees, the business and the organisation’s purpose, and that employers should understand what attracts, keeps and motivates their people. For ParcelCare, this means ensuring its pay, benefits and non-financial rewards align with what both new and experienced warehouse staff want.
CIPD (2022) evidence shows that financial incentives have a significant positive effect on employee motivation and performance, with research indicating that incentives can double improvements in performance. At ParcelCare, competitive salaries and bonuses could strongly influence employees’ decisions to stay. However, the CIPD (2022) also notes that effective reward must reflect the varied needs of the workforce. Whilst pay motivates, nonfinancial rewards such as recognition, meaningful work and development strongly support retention, especially for long-serving employees who prioritise stability and development. At ParcelCare, combining fair pay with recognition will strengthen retention, and although improving rewards increases costs, turnover and recruitment are more expensive.
AC 3.3 
Dysfunctional employee turnover occurs when high-performing, experienced or hard-to-replace employees leave at a higher rate than lower performers (PeopleXCD, 2024), creating significant disruption for the organisation. At ParcelCare, this type of turnover is especially damaging because these employees hold valuable skills, experience and operational knowledge that are difficult to replace.
The impact of dysfunctional turnover is substantial when both direct and indirect costs are considered. Direct costs include the administration of resignations, recruitment and selection costs and the training and induction costs required for new employees (Cockett, 2024). 
The CIPD (2025) highlights that the impact of this type of turnover is even more severe in tight labour markets, where the availability of skilled staff is limited and recruitment is costly and time-consuming. In the delivery sector, where skilled drivers and warehouse staff are in high demand, losing these employees to competitors could have a detrimental effect on delivery times, customer service and the reputation of Parcelcare.
Indirect costs can be even more damaging. When strong performers leave, productivity and service quality often decline, and remaining employees face heavier workloads and greater pressure, increasing the risk of stress, burnout and further resignations (Lloyd, 2024). The loss of valued colleagues could also disrupt morale, create uncertainty and cause other employees to question their own career at ParcelCare.
Cholteeva (2022) reports that high turnover harms company culture, with 23% of UK organisations receiving complaints about cultural decline and another 23% seeing culture drift from their mission and values. For ParcelCare, these indirect impacts could quickly undermine performance, morale and stability. As culture weakens and morale drops, more employees are likely to leave, turning indirect costs such as disengagement into direct costs through increased recruitment, induction and training.
Addressing turnover is crucial for ParcelCare, as losing skilled and experienced employees creates high replacement costs, disrupts productivity, and increases pressure on remaining staff. It can also damage company culture and reputation and give competitors an advantage. Lloyd (2024) advises that addressing turnover and recognising early signs of disengagement such as reduced enthusiasm, increased absenteeism and frequent complaints is essential, as these often signal that valued employees may be preparing to leave. Acting early allows concerns to be addressed before they result in resignations. 
The CIPD (2025) highlights that retention improves when organisations offer flexibility, ensure fairness, support wellbeing, provide career development and give employees a meaningful voice. Addressing turnover and embedding these practices would help ParcelCare create a more positive working environment and reduce the loss of valuable employees to competitors.
AC 4.1

Permanent, full-time contracts remain important for ParcelCare’s core delivery drivers because they offer job security, a reliable income and valuable benefits such as paid holidays, sick pay, pension contributions and career progression. This stability helps drivers plan for the long term, reduces stress and strengthens commitment to the organisation (Lee, 2024). 

However, demand for delivery services change throughout the year, especially with peak seasons, and with all drivers on full-time, permanent contracts, ParcelCare must continue paying full salaries even when there is not enough work to justify the hours (Hiscox, 2023). This can lead to unnecessary labour costs during quieter periods. To save costs and respond to changing demand, ParcelCare would benefit from introducing more flexible arrangements, such as fixed-term and zero-hours contracts. 

Fixed-term contracts would give ParcelCare flexibility during peak periods, enabling the business to boost staffing temporarily without incurring the ongoing costs required for permanent roles. They enable ParcelCare to bring in additional drivers for a set period, reducing unnecessary labour costs when demand reduces and providing useful cover for sickness or annual leave. These roles also appeal to people seeking short-term work, such as individuals on gap years or those between jobs and can sometimes lead to permanent employment, giving ParcelCare a low-risk way to assess future suitability (Lee, 2024).  

However, fixed-term employees may have limited organisational knowledge, so efficient onboarding is essential to help them perform confidently in the role. Despite this, fixed-term contracts are a practical and cost-effective way for ParcelCare to handle seasonal workload changes and reduce unnecessary outgoings. 

Zero-hours contracts are widely used in the delivery sector because they offer maximum flexibility (ACAS, 2024). ParcelCare would not be required to offer minimum hours, and drivers would not have to accept shifts, allowing the business to manage delivery spikes and avoid unnecessary labour costs during quieter periods. These contracts can also suit workers who need flexibility such as students, carers or those with health conditions (CIPD, 2022) and CIPD research shows zero-hours workers often report similar job satisfaction to other employees, better work–life balance and lower stress levels.

However, the lack of guaranteed hours can reduce job security for some workers, affecting motivation and availability. It may also complicate workforce planning and carries reputational risk, as recent media coverage has questioned the fairness of zero-hours work (Reals, 2024). Nevertheless, when managed responsibly, zero-hours contracts can offer ParcelCare a flexible and cost-effective way to meet fluctuating demand.

Introducing fixed-term and zero-hours contracts would give ParcelCare the flexibility to manage changing workloads and reduce costs, but any changes to existing employees’ contracts must be mutually agreed in line with employment law (ACAS, 2025).

AC 4.2
Effective onboarding is crucial for ParcelCare, especially given the competitive labour market and recent recruitment and retention challenges. The CIPD (2025) notes that onboarding shapes first impressions, helping new employees feel welcomed, understand their role and perform confidently. Current ad hoc arrangements are not enough to help new recruits feel supported or connected to the company. A stronger induction that explains ParcelCare’s values, introduces colleagues and clearly outlines role expectations would ensure new recruits feel informed, engaged and prepared from day one.
A recent report by the CIPD (2024) highlights that 27% of organisations experienced new starters not turning up on their first day, and 41% saw new employees resign within the first 12 weeks. These findings show that early disengagement is common and costly, demonstrating why investment in a stronger, more structured onboarding process is essential to prevent avoidable turnover and costs. 
To address this, the CIPD (2024) emphasises the importance of keeping candidates engaged and providing a structured onboarding process that builds realistic expectations and early commitment. At ParcelCare, where warehouse and delivery roles are demanding and fast paced, clear communication and strong early support are vital to preventing early turnover. 
Investing in effective onboarding would also directly improve job satisfaction and performance. The CIPD (2025) highlights that an employee’s first impressions strongly influence their job satisfaction, long-term engagement and how well they integrate into their team. 
At ParcelCare, a strong onboarding programme helps new starters feel welcomed, understand the company’s culture and values, and gain the practical information they need to perform confidently. For delivery drivers and warehouse staff, early clarity on processes, safety requirements and role expectations is essential for reducing disruption and maintaining high customer service standards.
The psychological contract, the informal expectations employees hold about their relationship with the organisation, is closely tied to onboarding. If a new starter’s experience at ParcelCare does not match what was implied during recruitment, they may feel these expectations are broken, leading to frustration and distrust (Taylor and Woodhams. 2022, p.102). When employees feel unsupported or unclear about their role, they are more likely to leave. A structured onboarding process helps prevent this by providing clarity, support and realistic expectations from the start, reinforcing trust and retention.
Although onboarding requires time and resources, it is a cost-effective investment that reduces early turnover, maintains productivity and lowers repeated recruitment and training costs. A strong onboarding experience helps new starters feel valued, connected and confident, increasing the likelihood they stay and contribute to ParcelCare long term.
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