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Q1 (AC 1.1)

A divisional structure organizes employees into divisions or business units based on customers, regions, or products—a model that works particularly well in large companies with multiple products or services (Jones, 2013). Within each division, functional departments such as operations, distribution, finance, and marketing are established, each with its own management team responsible for overall success (Daft, 2015). The advantages of a divisional structure include the ability for each division to focus on its specific offering, dedicate resources to its unique challenges, and ensure clear accountability for profit and loss. Improved efficiency often results from better communication and greater autonomy in resolving issues (Hitt et al., 2013). However, disadvantages include potential inequities in funding allocation, duplication of roles and resources, and challenges for senior management to maintain effective strategy and structure across all divisions (Mintzberg, 1979).
In contrast, a matrix structure allows employees to work across departments, projects, and teams while still operating within their primary functional area. In this model, employees often report to two managers with differing responsibilities, which can foster innovation and effective problem solving in complex environments (Mintzberg, 1979). Advantages of the matrix structure include improved communication, reduced duplication, and the opportunity for employees to expand their roles and avoid monotony—leading to enhanced motivation (Hitt et al., 2013). However, disadvantages can arise from ambiguous accountability, as conflicting priorities may delay decisions, and divided loyalties between managers can hamper team cohesion and efficiency (Daft, 2015).
For example, Maximus operates within a divisional structure. Experience indicates that while this structure is robust and provides substantial financial resources, it can be slower to react to market changes. With the current drive towards increased agility and the use of artificial intelligence (AI) to support routine tasks, there may be a shift towards adopting a matrix structure that allows for quicker decision-making and enhanced innovation (Davenport et al., 2020).

Q2, (AC 1.2)

I work in an Outsourced Contact Centre (OCC), the organisational strategy plays a critical role in ensuring that products or services meet customers’ needs by aligning service delivery with the client’s business objectives, establishing robust performance metrics, and fostering a culture of continuous improvement.
An effective organisational strategy within an OCC is typically designed around the client’s overall business goals. This means that the contact centre’s operations, from staffing to technology deployment, are configured to reflect the client’s service standards and customer experience expectations. For instance, strategic elements such as service level agreements and key performance indicators are often jointly developed to ensure that the contact centre is not only efficient but also responsive to customer needs. 
Research by the CIPD (2020) indicates that when service delivery models are closely aligned with the client’s strategic priorities, this positively impacts customer satisfaction and loyalty. A core aspect of such an organisation is the use of performance metrics to monitor and enhance service quality. Metrics such as average handle time, first call resolution, and net promoter score provide quantifiable insights into how well customer interactions are managed. HBR(2018) emphasises that data-driven decision-making is crucial in identifying service gaps and implementing corrective measures in real time. By continually assessing performance against organisationally established benchmarks, the contact centre can adjust its processes and training programmes to address emerging customer needs, thereby ensuring that the client’s products or services are supported by effective and responsive customer care.
Another factor is the continuous development of staff to ensure they have the necessary skills, product knowledge, and soft skills required to meet customer expectations. Comprehensive training programmes and regular performance reviews, help employees stay updated on both the client’s offerings and best practices in customer service. Taylor and Woodhams (2020) argue that when employees are well-trained and empowered, they can deliver service that not only resolves issues efficiently but also contributes to a positive overall customer experience. In an OCC, this means that the strategic focus on employee development directly supports the quality of customer interactions, which in turn reflects on the client’s products or services.
The adoption of advanced customer relationship management (CRM) systems and communication technologies is another strategic element that helps OCC’s meet customer needs effectively. These technologies facilitate real-time monitoring of customer interactions, enable seamless data sharing between the contact centre and the client, and support the automation of routine tasks. This is crucial in ensuring consistency and speed in service delivery (Porter & Heppelmann, 2014). By leveraging technology, the organisational strategy not only improves operational efficiency but also enhances the ability to respond swiftly to customer queries, ultimately supporting the client’s competitive position in the market.
In summary, by aligning operational practices with client objectives, robust performance metrics, employee development, and advanced technology an OCC can better meet their customer’s needs.  While challenges exist, a well-formulated operational strategy that embraces continuous improvement and regular feedback can significantly enhance the overall customer experience and support long-term business success.

Q3, (AC 1.3)

Outsourced contact centres (OCCs) operate in an environment increasingly shaped by macroeconomic and political factors. Rising interest rates, inflation, and a change of government each have distinct impacts that organisations must address to maintain competitiveness and service quality.

Impact Analysis
Higher interest rates raise the cost of borrowing, affecting OCCs that depend on external financing for technology upgrades, expansion, and employee training. As borrowing becomes more expensive, investments in critical innovations—such as automation and artificial intelligence—may be delayed or scaled back. This can hinder efforts to improve operational efficiency and customer service quality. Additionally, increased financing costs compress profit margins, forcing tighter expenditure controls and a more rigorous focus on cost efficiency.

Inflation drives up operational costs, notably employment, utilities, rent, and telecommunications expenses. Given that employment costs are a significant expense for OCCs, rising living costs often lead employees to demand higher wages and enhanced benefits. If these increased costs cannot be passed on to clients through revised contracts, profit margins suffer further. This can lead clients to renegotiate service contracts or demand cost reductions, adding pressure to manage expenses effectively.

A change in government can introduce regulatory and budget policy shifts that affect OCC operations. New government policies may lead to changes in employment laws, taxation, or trade regulations, potentially increasing compliance costs or altering outsourcing strategies. For example, a government that prioritises domestic employment may reduce the volume of outsourced contracts available. The resulting regulatory uncertainty requires OCCs to remain agile and responsive to policy shifts, ensuring compliance while maintaining operational stability.

Organisational Priorities
Cost Efficiency and Financial Planning must be a priority for OCC’s to streamline processes and cut unnecessary expenditures. Investing in automation and digital transformation can offset rising borrowing and operational costs by reducing reliance on manual labour. Enhanced financial planning and risk management—such as hedging against interest rate fluctuations—are essential to cushion against economic volatility (Harvard Business Review, 2018).
Investment in Technology despite higher financing costs. OCCs should continue investing in advanced technologies (e.g., CRM systems, AI, and automation). These technologies not only drive operational efficiency but also improve service quality, enabling cost savings and enhanced customer satisfaction over the long term (Forbes, 2019).

With wage inflation a constant threat, effective labour management is critical. Organisations must invest in training and upskilling to enhance employee productivity and offset rising wage costs. Flexible working arrangements and robust performance management can also help sustain employee engagement and retention (CIPD, 2020).

Given the uncertainties associated with government changes, OCCs should proactively monitor regulatory developments. Maintaining strong client relationships through transparent communication and flexible contractual arrangements will help manage the risks associated with policy shifts.

The pressures of rising interest rates, inflation, and political changes necessitate that OCCs focus on cost efficiency, technology investment, workforce development, and regulatory agility. Addressing these priorities will help OCCs navigate the current economic landscape while continuing to deliver high-quality, customer-focused services.



Q4, (AC 1.4)
AI is being applied across a range of functions in OCC’s, including customer interaction, process optimisation, data analytics, and quality assurance. 
AI-powered chatbots and virtual assistants are widely deployed to handle routine customer inquiries. These systems utilise natural language processing (NLP) to interpret and respond to customer queries efficiently, reducing wait times and freeing human agents to address more complex issues (Huang and Rust, 2021). In many contact centres, chatbots serve as the first point of contact, ensuring that a high volume of routine queries is managed effectively.

Advanced voice recognition technologies, combined with sentiment analysis, are used to monitor customer interactions in real time. These AI systems can detect customer emotions and flag interactions that may require intervention, thereby improving the overall quality of service. In my organisation they can detect what we call safeguarding Based on language picked up on the call. Such applications are critical in ensuring that customer feedback is rapidly addressed, thus enhancing customer satisfaction (Vidal, 2019).

AI can also streamline internal processes, such as call routing and workforce scheduling. This reduces operational costs and contributes to better service level performance. By analysing vast amounts of data generated in almost real time OCC’s are able to provide actionable insights into customer behaviour, agent performance, and operational efficiency. Additionally, AI assists in automated quality monitoring by analysing call recordings for compliance and performance trends (Forbes, 2021).

The deployment of AI in outsourced contact centres has notable implications for the nature of work, affecting both job roles and organisational practices. By automating routine and repetitive tasks, AI allows human agents to focus on more complex, high-value interactions that require empathy and critical thinking. This reallocation of tasks enhances overall productivity and operational efficiency (Huang and Rust, 2021). As routine queries are handled by AI systems, agents benefit from a reduced workload, enabling them to provide more personalised service when necessary. A shift in the skill set is required of contact centre employees with a an emphasis on continuous professional development and upskilling initiatives. Workers must now be proficient in collaborating with AI systems and adapt to a more technologically sophisticated work environment (CIPD, 2020).  Rather than resulting in widespread job displacement, AI is leading to a transformation of job roles within contact centres. While AI handles standardised tasks, human agents are increasingly tasked with managing exceptions, complex problem-solving and providing a high level of personal service. 

Despite the operational benefits, the integration of AI raises ethical concerns regarding data privacy, algorithmic bias and the transparency of decision-making processes. Additionally, there may be apprehension among employees about job security and the evolving nature of work. Addressing these concerns through clear communication, ethical guidelines and change management programmes is essential to ensure a smooth transition and maintain workforce morale (CIPD, 2020).

In summary AI holds considerable potential for use in OCC’s, offering extensive benefits in terms of enhanced customer interaction, workforce optimisation and quality assurance. Its impact on work is multifaceted: while Organisations must balance technological innovation with strategic investment in employee development and robust ethical governance to fully capitalise on the benefits of AI in contact centres.

Q5, (AC 2.1)
Handy theorises that there are 4 main types of organisational culture which shapes the way decisions are made and who is trusted with responsibility.  His book titled the God’s of Management likens each culture type to the Greek God’s.

The Power Culture: Rooted in the figure of Zeus, it centres on concentrated, top-down authority and control. It often functions within a formal setting, driven by a fast-moving leader, typically an entrepreneurial figure, who aims for rapid outcomes. While this structure can deliver results efficiently, it may make it difficult for employees to excel due to its high demands. Leadership quality tends to be the key factor in determining success.
The Role Culture: Inspired by Apollo, is bureaucratic. Relying on rigid processes, clearly defined responsibilities, and fixed authority. The predictability and stability it offers can help employees understand their duties, but this very structure may hinder the organisation’s ability to adapt to changes or innovate.
The Task Culture: Drawing on Athena, it thrives on small, task-oriented teams focused on achieving outcomes, characterised by flexibility and a results-driven mindset. The culture encourages autonomy and creativity, fostering high levels of engagement among team members. However, its success depends on motivated employees who are open to collaboration and problem-solving.
The Person Culture: Based on Dionysius, itplaces great importance on the individual, with the aim of nurturing personal growth within the organisation. It prioritises values, focusing on meeting employees’ self-fulfilment needs and harnessing their unique abilities. However, as this culture depends on self-drive, it can be difficult to implement consistently within a business environment.

David Rock’s SCARF theory is a brain-based model explaining how five social domains—Status, Certainty, Autonomy, Relatedness, and Fairness—affect behavior and cognition in the workplace.
Status refers to one’s social standing; threats to status can trigger defensive reactions, while recognition boosts motivation. Certainty is the need for predictability; ambiguity can create anxiety, whereas clear communication fosters security. Autonomy involves control over one’s environment, with increased autonomy enhancing engagement and reduced control diminishing motivation. Relatedness emphasises the importance of social connection; positive interactions improve teamwork, while isolation can cause stress. Fairness pertains to the perception of just treatment, where inequity can provoke resentment, and fairness builds trust (Rock, 2008; Lieberman, 2013).

Understanding SCARF enables leaders to tailor feedback, manage change more effectively, and improve team dynamics. By addressing these domains, organisations can minimise stress responses and cultivate a work environment that promotes a reward-based mindset, ultimately enhancing individual performance and overall organisational resilience.


Q6, (AC 2.2) 
Employee selection and employee development are critical human resource practices that significantly influence organisational culture and behaviour in OCC’s. These centres operate in competitive environments where employees directly represent the client’s brand, making cultural alignment and behavioural consistency essential for delivering high-quality service.

Robust selection processes help ensure that candidates not only possess the necessary technical skills but also align with the core values and behavioural norms of the organisation. According to Chatman (1989) and O’Reilly et al. (1991), assessing cultural fit during selection is crucial. In the context of OCC’s hiring individuals who share the client’s ethos fosters a cohesive culture, enhancing teamwork, customer orientation, and overall service quality. Conversely, ineffective selection practices may result in a workforce misaligned with organisational values, leading to inconsistent customer interactions, higher turnover, and a diminished reputation.

Employee development further reinforces organisational culture by providing continuous learning opportunities and career progression, which are vital in fast-paced, service-oriented environments. Noe et al. (2014) emphasise that ongoing training, mentoring, and professional development initiatives not only upgrade technical competencies but also strengthens and aligns behaviours with the organisation’s culture. In OCC’s, regular development programmes contribute to a culture of excellence and adaptability. This leads to increased employee engagement and job satisfaction, ultimately improving service delivery and fostering long-term loyalty among both employees and customers.

In summary, effective employee selection establishes a strong cultural foundation, while comprehensive employee development continuously reinforces positive behaviours and values. Together, these practices enable OCC’s to maintain a high-performing, customer-focused culture that supports consistent and superior service delivery.


Q7, (AC 2.1)
Kotters model is a widely used framework for managing organisational change. It is designed to guide organisations through the complexities of change and increase the likelihood of successful implementation by involving people, creating urgency, and maintaining momentum.
Create a Sense of Urgency - highlight the business benefits of in-office collaboration (e.g., productivity, innovation, career growth). Use data (e.g., engagement surveys, performance metrics) to show why hybrid working is necessary. Address risks of staying fully remote, such as isolation, lack of visibility, and reduced team cohesion.
Build a Guiding Coalition -form a team of influential leaders and employees to champion hybrid working. Get senior leaders, team managers, and well-respected colleagues to role model office attendance. Identify and empower champions who can positively influence their peers.
Develop a Vision and Strategy - communicate the why behind hybrid working such as stronger teams, better collaboration etc. Outline how it will work; fixed vs. flexible office days, team-led decisions. Show how this benefits employees personally through networking, development, better work-life balance.
Communicate the Vision - use multiple channels for instance newsletters, emails, team meetings to reinforce the hybrid work message. Keep it clear, consistent, and positive—focus on what employees gain rather than what they lose. Address concerns directly, FAQs, testimonials, and success stories.
Empower Employees for Broad-Based Action - remove barriers: Ensure office tech, desks, meeting spaces, and commuting support are in place. Provide autonomy: Allow teams some control over choosing their in-office days. Encourage team discussions to make hybrid working feel like a shared decision rather than mandatory.
Generate Short-Term Wins - celebrate quick successes, such as increased team engagement or positive feedback. Offer small incentives such as free drinks/coffee, lunch/snacks, or team events on office days. Share employee stories on how hybrid working has improved their experience.
Sustain Acceleration –keep tracking progress through surveys, check-ins, and data on office attendance. Adapt based on feedback—if something isn’t working, adjust the approach. Continue reinforcing the value of office collaboration through ongoing communication.
Anchor the Changes in Culture - make hybrid working a long-term norm, not a short-term experiment. Integrate office collaboration into performance reviews, team goals, and career development. Ensure leadership continues to lead by example, regularly working in the office themselves (Kotter, 2014).

Q8, (AC 2.4)
The Kubler-Ross change curve provides a framework for understanding the emotional journey individuals experience when faced with significant change. Originally developed to describe the stages of grief (Kubler-Ross, 1969), the model has been adapted in organisational settings to help explain how employees emotionally react to change initiatives.
Denial -this might manifest as disbelief or a reluctance to acknowledge that change is necessary, as employees cling to familiar routines and practices. As the reality of the change becomes apparent, feelings of Anger can emerge. This stage is characterised by frustration and resistance, as employees may perceive the change as a threat to their job security or established working methods (Kotter, 1996). The next phase is Bargaining, where they attempt to negotiate or mitigate the impact of the change. In the workplace, this can involve seeking compromises or additional support, as employees try to retain some elements of the old ways. However, when these efforts do not resolve the underlying issues, a period of Depression may set in. This stage is marked by reduced motivation and a sense of loss, as employees struggle to cope with the disruption to their familiar environment (Carnall, 2007).
Ultimately, with appropriate support and time, individuals tend to reach the Acceptance stage. Here, employees begin to integrate the new realities into their work lives, recognising opportunities for growth and adapting to the changes. Acceptance does not necessarily imply enthusiasm for the change, but rather a realistic understanding of its inevitability and a willingness to move forward.

Q9, (AC2.5)
Employee wellbeing is integral to both individual and organisational performance. A positive state of wellbeing can lead to enhanced job satisfaction, reduced stress and absenteeism, and improved overall productivity. Research has consistently demonstrated that employees who feel supported in their physical, mental and emotional health are more engaged and motivated in their roles (CIPD, 2020). Furthermore, organisations that prioritise wellbeing tend to experience lower turnover rates, as a supportive work environment fosters loyalty and commitment.
From a strategic perspective, investing in employee wellbeing is not merely a benevolent practice but a competitive necessity. Organisations with robust wellbeing programmes are better able to navigate periods of change and uncertainty, as resilient employees are more adaptable and better equipped to manage stress. Additionally, a focus on wellbeing contributes to a positive organisational culture, where trust, transparency and mutual support underpin everyday interactions. This, in turn, enhances the organisation’s reputation, making it a more attractive destination for top talent.

When employees have control over their work and the autonomy to make decisions, they are more likely to experience a sense of ownership and fulfilment in their roles. This empowerment can reduce stress and increase motivation, leading to higher levels of job satisfaction (Cooper and Cartwright, 1994).
Leadership that is empathetic and supportive plays a crucial role in fostering employee wellbeing. Managers who actively listen, provide constructive feedback and create opportunities for professional development contribute to a work atmosphere that values and supports its staff.  Social support networks can mitigate the effects of workplace stress and promoting mental health (HSE, 2019).  Organisations that invest in employee development not only enhance the skills of their workforce but also contribute to a sense of purpose and progress among employees.  Good work practices recognise the importance of flexibility and encourage policies that allow a good work/life balance. 

In summary, the importance of wellbeing at work cannot be overstated. Organisations that invest in the physical, mental and emotional health of their employees are likely to benefit from increased productivity, enhanced engagement, and lower turnover rates. Good work practices—characterised by enhanced job control, supportive leadership, development, work–life balance and safe working conditions—play a pivotal role in fostering employee wellbeing. 


Q10, (AC 3.1)
The employee lifecycle is a framework that outlines the stages an individual experiences within an organisation—from initial awareness to becoming a lifelong advocate—and highlights the tailored people practices needed at each stage to meet both strategic and employee needs (CIPD, 2020).
Attraction
At this stage, potential employees first become aware of the organisation. Effective employer branding, targeted social media content, and participation in industry events help create a compelling image that attracts high-calibre candidates (CIPD, 2020).
Recruitment
Recruitment involves finding and hiring the right candidate. Organisations must ensure that the selection process is transparent, fair, and aligned with strategic objectives. This includes clear job descriptions, unbiased assessments, and data-driven recruitment practices that secure talent that fits well with the company culture (Boxall, Purcell & Wright, 2007).
Onboarding
Onboarding is the process of integrating new hires into the organisation through formal induction, setting up access, and initial training. Structured induction programmes, early mentorship, and comprehensive orientation sessions are essential for helping employees understand their roles and the organisational culture, enabling them to contribute effectively from the outset (CIPD, 2020).
Development
The development stage focuses on expanding employees’ skills and capabilities. Continuous professional development through training courses, mentoring programmes, and performance management systems aligns individual career aspirations with organisational needs, fostering a culture of continuous improvement and innovation (Noe et al., 2014).
Retention
Retention strategies are designed to keep employees engaged and motivated over the long term. Effective retention practices include creating a supportive work environment, recognising achievements, offering competitive benefits, and providing clear career progression pathways. Regular engagement surveys and tailored development plans help reduce turnover and maintain a high-performing workforce (CIPD, 2020).
Separation
Separation manages the departure of employees, whether voluntary or involuntary. A respectful offboarding process that includes exit interviews and knowledge transfer not only ensures a smooth transition but also safeguards the organisation’s reputation and provides valuable insights for future improvement (Boxall et al., 2007).
Advocacy
Finally, advocacy involves maintaining positive relationships with former employees, who can act as brand ambassadors, refer new talent, or return as rehires. Alumni networks and ongoing engagement help reinforce a positive employer brand (CIPD, 2020).
By effectively managing the employee lifecycle—from Attraction to Advocacy—organisations can implement targeted people practices that enhance employee experience, support strategic goals, and contribute to long-term success in a competitive talent market.


Q11, (AC 3.2)
In contemporary organisations, effective people practices are crucial for aligning human resource functions with overarching business objectives. This alignment is achieved through both vertical and horizontal integration.

Vertical integration involves aligning people practices directly with the overall organisational strategy. This ensures that HR initiatives support and drive the business's mission and objectives. The CIPD emphasises that HR should be a strategic partner, ensuring that processes such as recruitment, performance management, and leadership development mirror the organisation’s core objectives and mission. For instance, if a company's strategy focuses on innovation, HR can facilitate this by implementing recruitment and development programs that attract and nurture creative talent. This alignment reinforces the organisation’s competitive edge and long-term goals.  Budget constraints may impact the organisation through impeding the ability to develop new initiatives. For example, budget limitations can restrict investments in training and development, which are essential for aligning employee skills with organisational needs (International Journal Corner, n.d.).

Horizontal integration refers to the collaboration of various HR practices across different functions within the organisation. It ensures consistency among HR activities such as recruitment, training, performance management, and compensation. For example, recruitment policies should align with training and development programs to ensure that new hires receive appropriate onboarding and skill enhancement opportunities. In addition to this employee engagement, learning and development, diversity, and well-being – are integrated across the board, they create a unified and consistent employee experience. This cohesive approach ensures that all HR practices work together to support the organisation's people strategy. Resource constraints can disrupt this coherence by limiting the ability to standardise HR processes, leading to inconsistencies in recruitment, performance management, and employee development. For instance, inadequate staffing may result in uneven application of performance appraisal systems, affecting employee morale and engagement (Practicus, n.d.).

In summary, vertical integration ensures that people practices are directly linked to and support the broader organisational strategy, thereby driving overall business performance. Horizontal integration, meanwhile, creates a seamless and coordinated approach to managing people, ensuring that all HR initiatives work together to foster a positive and effective work environment. Both integration approaches are essential for organisations aiming to align their human resource management with strategic objectives while also addressing the wider needs of their employees.


Q12, (AC 3.3)
Moving from a five-day to a four-day working week requires careful consultation with managers and employees to ensure the change aligns with both their needs and the organisation’s objectives. Structured processes can facilitate this transition effectively. Creating a better work/life balance through flexible working options and better training for managers to help support their teams in managing their workloads effectively (Jackson, 2025).

Surveys and Focus Groups
Begin by gathering insights from managers and employees  Early involvement helps the people function understand expectations and concerns, ensuring that the change meets both employee needs and business goals.
Workshops and Information Sessions
Organise workshops and information sessions to educate all stakeholders on the benefits and challenges of a four-day week. Transparent communication during these sessions fosters trust and encourages open dialogue.
Pilot Programs
Implement pilot programs to test the four-day working week on a smaller scale. This approach allows the organisation to evaluate impacts on productivity, employee satisfaction, and operational efficiency. Involving employees in the design and planning of these pilots can lead to better outcomes and higher acceptance (4 Day Week, n.d.).
Clear Communication Channels
Maintain open communication throughout the transition with regular updates and feedback opportunities. Clear channels help manage expectations and reduce resistance to change (HRD Connect, 2025).
Training and Support
Provide training and support, such as time management and stress management workshops, to help employees adjust to the new arrangement. This support is vital for maintaining morale and productivity during the transition. 
Monitor and Evaluate
Continuously monitor the impact of the four-day working week and gather feedback from both employees and managers. Ongoing evaluation ensures the new arrangement remains effective and aligned with organisational and employee needs (People Management, n.d.).
By implementing these processes, the people function can ensure a smooth transition to a four-day working week that benefits both employees and the organisation.
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