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Executive Summary

This report will be used to look at Employee branding at The Consumer Helpline Group and ways in which we can improve our organisation to ensure that we compete with our competitors when recruiting new talent. 

I will look at different types of literature to gain an insight into different ideas of employer branding and look to review or current process and what can we do to improve this over time. 

The report will give recommendations for senior members of staff to action to improve our employee branding and making The Consumer Helpline Group an employer of choice. 
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1. Introduction


Over the last 3 and half years The Consumer Helpline group has established it’s self as a stable outbound sales contact centre based in Swansea City Centre. The history and reputation of smaller outbound contact centres in Swansea over the last 15 years in general has been a negative experience for employees causing issues when recruiting new employees. In February 2019 The Consumer Helpline secured a contract with UK Energy Company and ‘Which’ recommended energy supplier Octopus Energy. The plans for the Octopus Energy campaign was to grow FTE numbers from 10 sales agents to 80 sales agents over the next 18 months, this would take our overall FTE to 120 sales agents. 

With the recent expansion plans and more competition moving close to Swansea City for example BT and Admiral there is a need for us to be an employer of choice and improve employer branding. The time scale for us to improve our employee branding will be over the next 6 months. 

As we recruit outbound sales agents our retention rate over the last year has been around 50% over the first 90 days of employment. With the proposed changes and our goal to reach 80 sales agents over the next 12 months the retention rate must increase and the suggestions I present to employer branding should improve this. 

With the proposed changes there will be a cost associated with improving our brand so it is important for our senior managers and directors to buy into this process. It will be important for Senior Management, HR and staff representatives to work closely to deliver feedback and address the issues we may face. 





















2. Literature Review

In this section of the report I will review different sources of literature that relate to employer brand and ways in which it can help us as an organisation improve our staff retention rate. As outlined in my introduction we face severe competition from cooperate organisations and it is important to understand what we need to do to be able to attract good talent and keep them in the business for long periods of time. 
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CIPD Factsheet – Employer Brand 2018

This source relates to our topic area as it outlines information into why organisations need to differentiate themselves in the labour market enabling them to recruit, retain and engage the right people (CIPD A,2018). This source was last updated by Edward Houghton who according to Linkedin is ‘Head of Research & Thought Leadership at CIPD’. This source is based on CIPD viewpoint on what they believe to be best practice within the workplace. 

This source suggests that the last two decades, ‘branding’ has become a central concept in organisational and social life. (CIPD C, 2018) The source states many recognise the value of a branding approach to the whole employee lifecycle as they seek to build an engaged workforce. The source also includes information in how to develop an employer brand and offers a guide from 2008 ‘Employer branding: A no – nonsense approach’. The Factsheet identifies four stages of development to develop employer brand. These 4 stages are 
· Discovery 
· Analysis, interpretation and creation 
· Implementation and communication 
· Measurement, maintenance and optimisation 

CIPD firmly believe a strong employer brand should connect an organisations values, people strategy and HR policies and be linked to the company brand. 

 



Journal of Marketing Development and Competitiveness – The Relationship between Employer Branding and Social Networks: Analysis from Perspective of Young Graduates 

This source is relevant to the report as it will give a good understanding of ways we can link social media to employer branding. The majority of employees at The Consumer helpline are people aged 18 – 25 and social media is a big part of their lives. This report is relevant to The Consumer Helpline as creating a brand online to attract new recruits will help us reach our FTE goal over the next 12 months.  

This source was written by Valentina Piric, Pauline Masmontet and Maja Martnovic on July 1st 2018. The source states “Since the launch of Facebook in 2004, social networks have undergone major development. These media have introduced new customs both on a personal and professional level. Thus, companies aware of this growth and change must adapt to use these networks so as to continue growth”. The source also details the concept of employer branding and how this links to recruitment and social media. “Social media had been increasingly used to promote vacancies and recruit potential employees. (Laick and Dean, 2011). In addition companies use social networks as a tool for their employer branding strategy and recruitment.” 

This source is a research piece which has used focus groups and many different sources is included on CIPD online journals as a reference piece to Employer Branding. The source uses 4 focus groups of 19 people from the ages of 22 to 26 years of age and ranks responses in regards to job offers and employer branding. This source states “The majority of participants agreed applying via the company website represents the most effective method”.
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Building an Employer Brand – Management Study Guide available at https://www.managementstudyguide.com

The article is Written By “Prachi Juneja” and Reviewed by Management Study Guide Content Team. MSG Content Team comprises experienced Faculty Member, Professionals and Subject Matter Experts. ManagementStudyGuide.com is an educational portal launched in 2008 with the vision of providing students and corporate workforces worldwide with access to rich, easy to understand, frequently updated instruction on many management related topics.

This source is relevant to this report as it discusses the inclusion of millennials in the work force and ways in which employers can engage with employees through offering a brand. Juneja states “They expect more engaging and more authentic work experience with their employers, in addition to all other facilities that make their lives more comfortable.”  The source states “Professionals build an image of the organization on their own, basis the perception of its existing employees, its presence and behaviour on social media, its workplace culture, the perks, benefits and facilities it offer and independence and autonomy the employees receive.” This is relevant to our organisation as we look to increase our headcount. It is interesting to see how mind set of people has changed over the years. With a tight labour market with contract centre employees in Swansea, using employer branding like the source suggests is becoming more important. A key point taken from this source suggests an organisation needs to know its audience and understand the behaviours of current employees and analyse what needs to change in order to develop the brand of the organisation. 


3. Methodology  

To be able to offer a fair and balanced report with realistic suggestion it is important to identify the area that The Consumer Helpline need to improve. Once this area has been identified, relevant research material must be used to offer suggestions. 

In this report three different sources were evaluated to understand different opinions, facts, processes and structures. For the research stage of the report to be effective the sources needed to contain a mix of data to provide the organisation with enough information to make the correct decisions. 

Primary Data – “Data that is observed or collected directly from first-hand experience.” (BusinessDictionary.com, n.d.). Primary data can be defined into two types. 
· Quantitative Data – “this is data that can be measured and illustrated through numbers.” (CIPD, 2019) Examples of this are survey results or figures taken from reports. 
· Qualitative Data – “Can’t be measured and often subjective assessments representing an individual’s view of something. Examples of this type of data are face to face interviews or focus groups

Secondary Data – Refers to data that has been collected by someone else and available for others to view. Types of secondary data can be published sources such as books, newspapers, journals and UK government reports. Secondary data can also include unpublished data such as presentations and transcripts. 

Below I have listed advantages and disadvantages of the sources used in this report 

	Source 
	Advantages 
	Disadvantages 

	CIPD Factsheet 
	This type of source is updated regularly and provide us with accurate data
	In order to assess CIPD factsheets members must pay a yearly membership. 

	Published Journal 
	The journal is well researched using focus groups and backed up with qualitative data. The journal is also backed up by various sources. The source was also wrote in 2018 meaning the research is updated
	The authors of the report are not recognised in the world of HR. 

	Website Article 
	The article is based on opinion from a well-respected writer in HR and has been approved by a team of professionals. 
	There is limited amount of qualitative data listed to back up opinions. 



CIPD Factsheet – Employer Brand 

The information provided in this source is opinion which is highly regarded in the HR business world. The information is accurate and gives a good outline of ideas to help improve the employer’s brand. The CIPD factsheet has been linked to previous factsheets, guides and surveys published by (CIPD C,2018) such as ‘UK Working lives survey’ and ‘build an engaged workforce’ confirming this factsheet is a backed up by other sources giving a logical argument. 

Published Journal - The Relationship between Employer Branding and Social Networks: Analysis from Perspective of Young Graduates 

In this source the authors have chosen focus groups as quantitative research method to conduct research. The research was conducted with various large groups with particular topic questions aiming to encourage open discussions between group members. This source has been posted on CIPD recommended reading list, giving assurance that this source is useful for analysing HR data. Using this type of research will provide the authors with accurate data at hand using focus groups 

Website - Building an Employer Brand – Management Study Guide available at https://www.managementstudyguide.com

This source is a creditable source based on opinion of the author and has been authorised by a team of professionals before being published on the website. 


















4. Conclusions 

The reviewed sources is relevant to the goal of improving the employer brand and improving staff retention. With a tight labour market the sources will give recommendations for The Consumer Helpline to improve the area of focus. The main ideas of the sources outline the importance of social media and company websites in order to detail the work environment and ways new recruits can apply for positions within the organisation. With the majority of work force being ‘millennials’ social media and the environment will be a big part of improving The Consumer Helpline branding. 

The research sources suggest looking at the recruitment process. The job adverts should have a brief outline of the role but the benefits of the job and organisation should be listed. The sources also suggest you should look at the perception of your organisation and industry. Typically outbound call centres have a ‘Hard selling’ reputation with the objectives of earning as much money as possible in small amounts of time. Using websites such as indeed, Glassdoor or social media sites such as Facebook for current employees to review The Consumer Helpline will allow potential recruits an insight of the work environment. 

The (CIPD D, 2018) factsheet suggest that the employer branding should not just be used for attracting new recruits, “The branding should inform how the business tackles 
· Induction 
· Performance management and Reward 
· Managing internal communications 
· Promoting effective management behaviours 
· People leaving the Organisation” 
From this we understand that the values and culture of the organisation is reflective of the experience that employees have during their time with the employer.  




















5. Recommendations for Change 

After completing the research, it is clear there are areas that need to improve in order to improve The Consumer Helpline branding. 

Step 1 – Website 
Develop a brand-new website based around the culture of organisation. The website should show our current staff and the environment they work in. The website will need to be mobile ready and allow for individuals to apply for jobs on the website. The website should list the benefits of working at The Consumer Helpline. The new developed website should include a blog page so new content can be added on a regular basis. Estimate cost of a newly designed website will be £2500. 

Step 2 – Social Media 
The Consumer Helpline will need to create new social media pages such as Facebook, LinkedIn, Twitter and Instagram. These pages should be used for job adverts, staff recognition and show casing the work environment. Social media pages should be updated on a regular basis and all content should be linked back to our newly designed website. As suggested in the research this will allow us to engage with our work force due to majority of our staff being aged between 18 -25. Uploading social media content is a free service to use however this can be time consuming. Social media pages will also be used to upload staff reviews and feedback. Recommendations are recruiting a part time admin person (16 hours per week) with social media experience to upload new content. The cost implication of this step will be a salary of £8,000 per annum. 

Step 3 – Recruitment Process 
Adapting the recruitment process to allow individuals to apply via website and social media will change the way we recruit. The recruitment team will need training on these platforms to ensure we will not miss out on new applicants. The job adverts will be redesigned to ensure the benefits of working at The Consumer Helpline are listed as well as the job role. Working with the recruitment team a video can be designed to use on social media and the new website outline the key benefits of working at The Consumer Helpline. Estimate for the costs of this step are as follows 
· Training recruitment team - £500 
· Recruitment video £500 

Step 4 – What do our employees want?
In this step it is important for us to engage with our workforce and find out what we can do to improve. Staff surveys and employee forums are a good way to understand actually how our employees feel about working at The Consumer Helpline. From this feedback we can implement changes which will allow us to improve our branding, culture with the aim of attracting new candidates and improving staff retention. 

From the four step plan The Consumer Helpline will improve employer branding and raise the profile of the organisation. It is clear from the resource this is now an important part of the work place and in order for the organisation to move forward things need to change over the next few months. 
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