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[bookmark: _Toc498381296]1 Introduction

[bookmark: _Toc498381297]1.1 HR Professional

The role of HR manager is no longer limited to administrative tasks. Today, HR managers and practitioners are expected to perform value adding activities like continuous improvement and change management (Johns & Perkins, 2016). What’s more, they are there to ensure that the human side of lean management creates lasting value for the organisation (Frackleton, et al., 2014). 
To achieve this, HR professionals need to become the ‘thinking performers’. This means taking a holistic approach, continuous learning, being adaptable and not being afraid to challenge the status quo in search for solutions (Johns & Perkins, 2016). 
I am currently employed in a HR support role by Highland Spring. The company was formed in 1979 in Blackford, Perthshire. In 2009, following the purchase of the Speyside Glenlivet and two further water businesses from Greencore Group, it became the biggest producer and supplier of naturally sourced bottled water in the UK (HSG, 2017). 

[bookmark: _Toc498084592][bookmark: _Toc498381298]1.2 The CIPD Profession Map

CIPD describes HR professionalism as an indication of an individual’s commitment to raising standards of knowledge, capability and ethical practice (CIPD, 2017a). 
The HR Profession Map outlines the technical knowledge, skills, behaviours and experience, that all members must aim to demonstrate (CIPD, 2017c). It consists of ten professional areas describing the experience and knowledge required for effective role performance and eight behaviours i.e. characteristics required to carry out HR activities (Fig.1). 
Professional areas and behaviours have been collated in four bands of professional competence, each defined by the relationship with the customer and focus of activity (Fig.2).



[image: ]

[image: ]
My current role fits within Band 1 (Technician) of The CIPD Profession Map as it mainly involves day-to-day employment relations, attendance management, recruitment and payroll, maintaining employees’ personal records and managing access rights.
My intention is to move to Band 2 (Adviser) as the next step of my career. I have started to become involved in employee engagement surveys and performance management, including disciplinary proceedings. Furthermore, I am a member of the support team for the Marks & Spencer’s Code of Practice for Ethical Trading. 
[bookmark: _Toc498381299]1.3 The Core of the Profession Map

[bookmark: _Hlk497636325]At the core of the CIPD Profession Map are the two most prominent skills required by a HR professional. These are ‘Insights, Strategy and Solutions’ and ‘Leading HR’ (Fig.3). These two elements make the foundation of a great HR capability regardless of role, location or stage of career, and are to be reviewed in conjunction with the remaining relevant technical professional areas (CIPD, 2017d).
According to CIPD (2017c), it is critical to develop these two areas first, as without them it is impossible to advance from ‘Technician’ level.
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‘My CPD Map’ is a tool developed by CIPD to support HR practitioners in their career, development and learning. It includes a series of self-assessments relevant to the current role, future development and areas of interest (CIPD, 2017e). 
I used ‘My CPD Map’ to identify my current position and to establish the elements required for my transition to the next level (see evidence 1). I also used this tool to identify the areas of HR I am most interested in. It allowed me to focus on the most important parts of my development (see evidence 2).

[bookmark: _Toc498084591][bookmark: _Toc498381300]1.4 Code of Personal Conduct

HR professionalism can be defined as a body of knowledge, supported by appropriate expertise, which is underpinned by a code of conduct or ethics (Johns & Perkins, 2016).
There are a strict set of rules that all members of CIPD are required to adhere to (Fig.4). These obligations form a Code of Personal Conduct (CIPD, 2017b).
[image: ]


[bookmark: _Toc498084594][bookmark: _Toc498381301]2 Group Dynamics

Teamworking is a crucial part of working within an organisation. Its effectiveness is often considered a major component in the success of a project (Muller & Judgev, 2012). The first step to optimise teamwork is to understand the stages of team development. Created in 1965, and amended in 1977, ‘Tuckman's Model of Small-group Development’ (Tuckman & Jenson, 1977) is the most frequently referenced model in academic and professional literature (Bonebright, 2010). It introduces the four stages of group development (Fig.5).
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The interactions between group members, otherwise known as group dynamics, can be affected by a number of factors. Johns and Perkins (2016) lists the following elements:
[image: ]
All HR professionals at some point will be expected to work in a team. The participation may involve leading it or contributing as a member. More often than not, HR professionals will become part of different teams moving across the department and working with individuals or groups from different backgrounds (Johns & Perkins, 2016).
Within my current role I tend to work on my own initiative. However, on occasions I am required, or I find it beneficial, to become a part of a team. One example is my membership of the group supporting Marks & Spencer’s Code of Practice for Ethical Trading. The Code obliges all suppliers to ensure their products meets minimum labour standards, the national law and the Global Sourcing Principles (M&S, 2016). The team consists of HR and H&S advisers. All participants have a strong knowledge of the subject, long working experience and are customer and quality focused. ‘The structure of the group’ and the ‘nature of the individuals’ seem to have an especially positive influence on teamwork, resulting in a strong performance: earlier this year, The Beacons site achieved the highest Gold Award. 
[bookmark: _Toc498084595][bookmark: _Toc498381302]2.1 Conflict Resolution

“Conflict management refers to techniques and ideas designed to reduce the negative effects of conflict and enhance the positive outcomes for all parties involved” (HRZone, 2017).
‘Conflict Mode Instrument’ is a model developed by (Kilman & Thomas, 1977) that demonstrates how people deal with conflict (Fig.6).

[image: ]

This model is based on the assumption that, in any conflict situation, there are always two choices; one needs to decide how assertive or how cooperative they want to be. Assertiveness emphases satisfying a person’s own needs, while cooperativeness focuses on the needs of others (Eklund, 2010).
The biggest mistake often made by HR personnel is dealing with conflict through formal procedures, grievance and employment tribunals and not properly addressing the low-level conflicts often lurking in the side-lines (Simms, 2017). In fact, the ability to identify conflict in the workplace and knowing how to quickly and effectively resolve the underlying issues, in a positive way, is a paramount skill for a HR professional. 
There are five steps to conflict resolution: ‘set the scene’, ‘gather information’, ‘agree to the problem’, ‘brainstorm possible solutions’ and ‘negotiate a solution’ (Bisk, 2017). Negotiating, influencing and persuading skills are the best tools to reach agreements with less complications and stress (Gillen, 2008).
[bookmark: _Toc498084596][bookmark: _Toc498381303]2.2 Negotiating

According to Johns and Perkins (2016), negotiating is useful when the need or desire of one party clashes with those of the other. The best outcome of negotiation is the so called ‘win-win’ situation, with both parties achieving a satisfying outcome. 
During the eight years preceding my employment in Highland Spring, I worked as a Project Engineer for a 2nd tier supplier in the automotive industry. A significant part of my role involved the interpretation of customer drawings and negotiating with customer guest engineers to assess and influence the wiring system design for manufacture. The ‘win-win’ situation was achieved when the product still fulfilled the customer’s fitting requirements, but at the same time was easier and cheaper to produce.
Now I often utilise this experience. For example, when negotiating a new completion date for a monthly overtime report. A conflict occurred due to the employees on a rotating shift pattern handing in their paperwork late while the HQ based payroll team were demanding faster processing times. I managed to negotiate a slight delay, still within required limits, but gained enough time to correlate the monthly reports of all shifts, hence resulting in a ‘win-win’ situation for both sides.


[bookmark: _Toc498084597][bookmark: _Toc498381304]2.3 Influencing

HR professionals aiming to influence others must most of all show a superb knowledge of the subject. Furthermore, they need to have good communication skills and be friendly, but assertive (Johns & Perkins, 2016). The aim is to positively influence people so that they follow and act willingly rather than because of the authority factor (Horowitz, 2013).
Horowitz (2013) lists the following steps to achieve it:
[image: ]
I have used the influencing method on many occasions. Most recently, when redesigning the Holiday & Flexi-time Database. I was responsible for introducing a new format of the document, but had to influence numerous employees who resisted this change. I had to stress the benefits of the change and presented my idea in the simplest possible fashion. I also made a point of repeating my idea on multiple occasions and used a variety of means to do so, including one to one meetings and e-mail notifications.





[bookmark: _Toc498084598][bookmark: _Toc498381305]3 Project Management

Today’s organisations are increasingly using project management as a tool to improve their productivity (Frame, 1995). It is a method of managing complex tasks, performed under demanding constraints such as time pressure, and often requiring cooperation between different departments (McLain, 2009). Project management can be used to plan and manage change in an organisation; hence it is often applied in change management (Gareis, 2010).
HR related projects may vary in size or time scale, having knowledge of project management tools and techniques is highly advantageous for HR professionals. Each project can be divided into five stages (Fig.7) 
[image: ]
The number of HR projects I was involved in during my employment at Highland Spring is limited. Yet, I was still able to make use of my past project management experience:
One of my more recent engagements was the introduction of a new clocking in system in The Becons site. The aim of the project was to replace the outdated hardware and software with the latest version (Initiation). The model chosen as a replacement introduced a fingerprint reader, as opposed to the card reading machine used in the past. The project budget was assigned (Planning & Design). The new clocking machine was purchased and IT support has visited the site to set up the equipment and software (Execution). The new clocking machine was set and ran as a trial for two months. A number of connection issues were found and fixed. In addition, numerous employees experienced difficulties with having their finger prints read and were issued with an optional password (Monitoring & Control). The project has now been closed. Lessons learned from the project include: 1) The priorities for data transfer via the satellite Internet connection must be reassessed and remodelled. 2) The return to a card reader instead of finger print reader has been recommended (Completion).
[bookmark: _Toc498084599][bookmark: _Toc498381306]4 Problem Solving

Problem solving is the foundation of effective management for the Human Resource department. Problem-solving skills mean being able to identify issues, obstacles, and opportunities and then develop and implement effective solutions (Skillings, 2017). There are four basic steps in solving problems: ‘defining the problem’, ‘generating alternatives’, ‘evaluating and selecting alternatives’ and ‘implementing solutions’ (MindTools, 2017). 
[bookmark: _Toc498084600][bookmark: _Toc498381307]4.1 Brainstorming

[bookmark: _Hlk498023440]Brainstorming is considered to be one of the most beneficial tools for generating powerful and useful ideas in a group or team environment (Baxter, 2016). It involves generating large amounts of ideas to solve the problem (Morrison, 2016) and therefore can be used in the second step of the problem-solving process i.e. ‘generating alternatives’ (Fig.8).
[image: ]
The idea of returning to a card reader instead of a finger print reader (see Project Management section) was generated during a brainstorming session. After the introduction of the new clocking in system, it became obvious, that the new hardware did not perform as efficiently as expected. A cross-functional team of participants included: a deputy factory manager, an engineer who fitted the hardware, IT support team member who installed the software, the team leaders (the main stakeholders of the new process) and myself as a HR representative.
I opened the session by facilitating an introduction and reviewing the brainstorming topic. I reminded the team the reasons why this particular model was fitted and the concerns over the clocking data not being registered. The participants were then given time to think about ideas. In a free-flowing setting, I invited the participants to share their ideas. At this stage, there were no discussions or evaluation of the ideas. I recorded each idea exactly as presented on a flip chart. The group then discussed each solution on its merits. In conclusion, the majority of participants agreed to go back to the card reader.
[bookmark: _Toc498084601][bookmark: _Toc498381308]4.2 Persuading

The third stage in the problem-solving process i.e. ‘selecting alternatives’ is the most difficult stage, as it often leads to further conflict, thus extending existing problems. CIPD created the ‘Persuasive Funnel Technique’ that helps HR professionals to make others use their own logic to persuade themselves (CIPD, 2012). The aim is to make the other party think by asking them questions set within a four-stage framework (Fig.9).
[image: ]
The brainstorming session resulted in the idea of replacing the finger print reader on the new clocking in system with the card reader (see Brainstorming section). I could persuade the deputy factory manager, who was opposed to that change, by following CIPD’s Persuasive Funnel technique:
I listened to the arguments for the finger print reader benefiting security, but emphasised the point that the hardware does not recognise all the prints and a great deal of information is getting missed. Furthermore, I referred to past incidents when missed clocking led to issues with payments being delayed. Finally, I suggested adopting the exact same model of clocking system that is being used in other Highland Spring sites, and this solution has been accepted. 

[bookmark: _Toc498381309]5 Personal Development Plan

I used ‘My CPD Map’ tool (CIPD, 2017e) to generate a detailed Development Plan in support of my transition strategy. The self-assessment confirmed that my current role is in Band 1 (see evidence 1) and helped me to identify the areas of HR I’m most interested in (see evidence 2). Since ‘Insights, Strategy and Solutions’ and ‘Leading HR’ are critical to develop, as without them it is impossible to advance from Band 1, I chose to focus on these two areas first. What’s more, my self-assessment also highlighted the gaps in skills required for further development (see evidence 3). This allowed me to generate a list of aims and objectives for my development (see evidence 4). 
[bookmark: _Toc498381310]5.1 Learning Styles

There are seven types of learning styles (Shanks, 2013). They include visual, aural/auditory, logical, social, solitary, verbal, physical/kinaesthetic (Fig.10). I like learning alone using self-study and therefore I concluded my preferred style of learning is ‘solitary’.

[image: ]
Different learning preferences will fit different learning content, thus allowing a more focused and accurate choice of learning materials and teaching techniques (Fig.11).
Taking into account my preferred learning style, I intend to focus on reading books, researching academic and professional journals and listening to podcasts. However, judging from my previous learning experience, I believe I am flexible enough to extend my learning style, and will include additional learning sources whenever possible to maximise the learning output, for instance online webinars and one-to-one interviews. 

[image: ]
[bookmark: _Toc498381311]5.2 Reflective Practice

Reflective Practice is the foundation of professional development. It is a way of recognising and articulating everything that was learned on a moment by moment basis, as opposed to reading books or attending courses.  
Reflective Practice allows individuals to reflect on their experience presuming the notion that people learn all the time; from everything they do to every conversation they have. It involves: learning to pay attention (listening to ourselves), coming face to face with our assumptions, noticing patterns, changing what we see and changing the way we see (CIPD, 2017f). 
The model I use in my reflective practice is Gibbs Reflective Cycle (Fig.12). It relates strongly to idea of empathy (Gibbs, 1988).
[image: ]
Gibbs (1988) recognises that personal feelings always influence the situation. At the same time, having empathy can help to see beyond one’s own actions, feelings and motivation to imagine how another person might be feeling. 
I apply all stages of Gibbs Reflective Cycle in my work and throughout my learning and development process. I use it to evaluate my actions and examine how I dealt with situations, so I can understand what I did well and identify opportunities for further improvement.
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