Question 1
Calmere house operated with a flat non-hierarchical structure under Kirsten’s control which consists of few managerial layers, promoting autonomy and is characteristic of small, family run businesses (Robbins & Judge, 2013). The structure encourages open communication amongst employees, quicker decision making due to fewer middlemen and high engagement (Webb, 2023). Kirsten’s consultative leadership compliments this structure as she places importance on employee input and suggestions to deliver the best care. Herzberg (1959) theory of motivation lists responsibility and recognition as motivators, improving employee satisfaction. High satisfaction is important in the healthcare industry with a study finding that patient satisfaction was directly proportional to employee satisfaction (Aiken et al 2021). Calmere House’s ethos of high-quality care with a personal touch supports a flat structure which values equality, fairness and trust (HBR, 2021). Donegan (2025) argues that flat structures are less efficient with size as managers become overloaded and there is role ambiguity amongst employees. Therefore, it is unsustainable for Kirsten to have 42 directs and operate with few procedures in an industry where supervision and performance management are imperative for quality of care.
Comparatively, Chaffinch Group operates a hierarchical and bureaucratic structure, common in large organisations. This structure features a defined chain of command, clear job roles, and established rules and procedures, which correlate with the Chaffinch Group’s need for efficiency and return on investment (Pandey, 2022). This can be beneficial in a care setting, whereby employee accountability and stringent procedures minimise errors, improving patient care. However, the rapid change in structure alongside autocratic leadership from Kath has eliminated employee voice, minimised job security using agency workers and disregarded the importance of culture through new recruitment processes leaving employees disengaged. Herzberg’s Motivation Theory suggests that employees become dissatisfied when hygiene factors such as security, policies and working relationships are not present (Herzberg, 1959). Furthermore, having a tall structure with eight area managers and two general managers can further diminish employee voice as it becomes more difficult to be heard in an industry where those working closest to the resident’s bedside often have the most valuable input on individual’s care needs (Fernandopulle, 2021).
In conclusion, organisational structure must align with the values and context of the business. The flat structure under Kirsten emphasised personalised care and family values, while the hierarchical and bureaucratic structure under Kath created an imbalance in culture, leaving employees dissatisfied and residents disgruntled.
Question 2
A rational approach to strategy formulation is a data and evidence driven process used to structure business decisions, achieved by scanning the internal and external environment, evaluating options and ensuring alignment of people strategy with business goals (VQ Solutions, 2025). Chaffinch Group’s customers are residents and their respective families, so rational approach ensures service is personal and ensures that care provided is high quality through identification of weaknesses, resource allocation ensuring resident needs are met through stakeholder analysis. 
Chaffinch Group provides a care service for those with additional health needs. Chaffinch Group could conduct a SWOT and PESTLE analysis to understand market position. SWOT assesses the internal environment including strengths, weaknesses, opportunities and threats (Palazzo & Micozzi, 2024). For Chaffinch Group, a strength is access to employees who have existing relationships with residents, while weaknesses include a culture clash and high absence. To analyse the external environment, PESTLE can be used to identify political, economic, social, technological, legal and environmental factors (Siddiqui, 2021). Therefore, economic factors such as increased staffing costs and legal factors such as changing care legislation could be analysed to better understand the potential impact on care provided and plan.
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Figure 1. Ansoff Matrix (ClearPoint Strategy, 2025)

Ansoff Matrix is a framework used to analyse and identify growth opportunities through new markets, new products or both (Ansoff, 1987). Chaffinch Group could use a Market Penetration strategy to improve resident care and customer satisfaction through standardised training or increase occupancy through referral schemes with resident’s families or local healthcare services. Alternatively, a Service Development strategy could be used by creating new wellness initiatives, such as exercise classes or using technology for digital filing and resident monitoring. This can improve service, increase customer satisfaction and ensure competitiveness. 
To avoid disconnection between high level decisions and day to day operations, Chaffinch Group should implement vertical integration, which HR Strategy aligns with overarching organisational strategies (Armstrong & Brown, 2019). For example, a business goal of filling rooms could align with an HR strategy of employee training and development, helping to attract and retain residents through efficiency and personalised care. Additionally, Chaffinch Group could use Horizontal Integration to ensure coordination across all homes within the group (ibid). For example, standardised training can ensure all staff are taught the same skills so that care remains consistent. 
Overall, a rational approach to strategy ensures Chaffinch Group focuses its resources and management on the needs of the customers by analysing its environment, identifying various growth opportunities and promoting alignment from top down and across the group to ensure high levels of care and satisfaction.























Question 3
The care industry operates in a VUCA environment identified by volatility, uncertainty, complexity and ambiguity which make the business world disruptive and complex (Cernega, et al. 2024). To adapt to the ever-changing conditions, Chaffinch Group should use PESTLE to analyse their environment and plan for how these factors may affect future operations. PESTLE analyses political, economic, social, technological, legal and environmental factors that affect business operations (Siddiqui, 2021).
A positive social factor impacting Chaffinch Group is the ageing population. ONS (2025) states that by 2039, the number of people age 75 and over is expected to double to 10 million. An older population increases the demand for care facilities and provides Chaffinch Group the opportunity for growth. Berg (2025) states that the UK will need an additional 144,000 care home beds over the next 10 years to keep pace with population growth. Therefore, if Chaffinch Group address the culture clash and room personalisation changes, they can retain residents while the ageing population accelerates demand for care facilities allowing the group to target new residents and achieve 100% occupancy. Additionally, the ageing population allows Chaffinch Group to differentiate, innovate and expand services in the market by introducing specialised care such as dementia or disability care as longer life expectancies are creating more complex care needs (O’Barker et al. 2021).

A negative economic factor impacting the residential care industry is the increase in cost of living. Care England (2025) states that 98% of care homes are experiencing increased monthly costs creating operational pressure. Welsh Parliament (2022) explains that care and support facilities are experiencing a 400% in their energy costs which is unsustainable in an industry where utilities are required continuously for patient care and comfort. This can reduce profit margins, negatively impacting Chaffinch Group’s goal of return of investment. Cost of living is also affecting care workers through lower income, negatively impacting satisfaction. Sameen (2023) states that social care is among the lowest-paid occupations in the UK, with 71% of staff being paid below the real living wage. Additionally, many care providers struggle to pay carers in line with inflation (CQC, 2023). As a result, turnover is high as carers look for work elsewhere with Unison (2024) stating 76% of staff leave for better paid careers in other sectors. Consequently, Chaffinch Group can suffer from high turnover and costly recruitment fees, reducing profitability. 
In conclusion, while the cost-of-living crisis creates the potential for financial strain and low satisfaction, the ageing populations allows Chaffinch Group to innovate and grow to improve profit and occupancy.
























Question 4

Kirsten invested minimally in technology, creating a greater admin burden for staff and reduced efficiency. Technology in care settings is crucial to improving care quality and providing a more effective approach to medical issues (Stoumps, Kitsios & Talias, 2023).  An example of technology which Chaffinch Group could adopt is the use of remote monitoring. A report by Nuffield Trust discussed a trail were care staff were issued remote monitoring kits for pulse, blood pressure and temperature to informing staff of normal, concerning or urgent health matters (Oung, et al. 2021). The study found that carers gained increased confidence from the new technology, developing their knowledge and improving care quality.  A similar study found that 73% of homes were still using the remote monitoring equipment months after implementation supporting the benefits of the technology. This is beneficial for Chaffinch Group as remote monitoring reduces the need for physical presence minimising employee stress and workload during staff shortages and increasing resident safety by quickly identifying concerns. 
Digital care records are beneficial and can improve care by providing greater access and accuracy of care records (Bail, et al. 2022). Furthermore, it allows carers to see what care is required, who has done it in the past and the outcome (ibid). This can reduce time spent completing handovers at Calmere House and with use of agency staff, it ensures care is continued and consistent when different carers look after the residents. 
For technology to be effective, it must be thoroughly planned with training and support. Whitfield et al. (2025) found that integrating new systems and devices into the care sector was an ongoing process requiring adjusting time and support. Additionally, in person training was most beneficial, with staff feeling greater stress and anxiety from formal online training such as live chats (ibid). Therefore, Chaffinch Group should provide continued support and consider that training times may differ between employees. Gyorffy et al. (2023) highlights the blur between work life balance with digital technology as the work is constantly available and accessible. Furthermore, frequent digital notifications can lessen attention on resident care (ibid). This can reduce employee satisfaction, particularly when employees at Calmere House are already experiencing higher workloads and longer hours. Furthermore, the lower engagement could be felt by residents, lowering satisfaction. 
Overall technology can aid Chaffinch Group in reducing admin loads, more effectively monitoring residents and providing consistent care. However, Chaffinch Group should develop thorough training plans and promote healthy work life balances to avoid burnout.




















Question 5
The takeover of Calmere House has generated organisational and human behavioural problems due to a culture clash, changing leadership styles and low morale. 
The first problem Calmere House are facing is a culture clash. Handy (1993) believed that there are four types of culture that organisations follow. These are Power, Role, Task and Person. Arguably, under Kirsten, Calmere House operated in a task and person culture. A task culture places emphasis on teamwork work typically leaving employees to carry out the job with little influence from senior managers (King & Lawley, 2022). Person cultures tend to have minimal hierarchy and allow employees autonomy due to their expertise (ibid). However, Chaffinch Group operates a role culture with clear procedures, delegation and hierarchy (Handy, 1993). Handy suggests that employees can be inflexible when moving between culture types. Moving to a role culture could make employees feel micromanaged as they have come from a culture of teamwork and autonomy to one of control. Ellis (2017) states that people with person cultures need to be influenced and persuaded instead of commanded due to their status level which could contribute to the culture clash at Calmere house. 
Another problem is change in leadership styles. Kirsten demonstrated a democratic leadership style which encourages employee input and promotes collaboration (Lewin, Lippitt & Whie, 1939). Meanwhile, Kath demonstrates an autocratic leadership style with high levels of control and minimal employee input, decreasing employee engagement (ibid). Such differentiation in leadership style can be shown through McGregor’s Theory X or Theory Y whereby a manager’s leadership style correlates with how they view their employees. Theory X is that of authoritarian leaders, like Kath, who believe employees have minimal drive and so need to be controlled and pushed to work whereas Theory Y Managers, like Kirsten believe employees are self-motivated and seek responsibility (McGregor, 1960). Bojadzievet al. (2016) study found that most participants prefer to be managed by Theory Y as they believe they have ambition and potential to participate in decision making. Therefore, the shift from Theory Y to Theory X under Chaffinch group resulted in decreased morale, evidenced by turnover and absence rates. Additionally, Chaffinch House relies upon agency workers, which can demotivate previous employees of Calmere House, particularly those who are long standing. Maslow’s Hierarchy of Needs suggests that people need to be motivated by low-level factors such as security before they are motivated by high-level needs (Maslow, 1943). Therefore, a feeling of being replaced does not allow for security, making motivation difficult. 

Question 6
There have been considerable changes to selection and employee voice following the sale. Kirsten valued candidate behaviour which was considered as important as qualifications and experience. This created a strong embedded culture and highlights the personable touch where employees feel a sense of belonging. Nascimento, Neto & Marcon (2024) state organisation’s that select employees based on their culture fit as well as suitability for the role experience a positive impact on business results and sustainable growth. Furthermore, employees who align with company values are more cohesive as a team, experience increased engagement and higher levels of commitment (Benstead, 2023). This selection approach can improve retention and create a productive, satisfied workforce, demonstrated under Kirsten.  Consequently, Chaffinch Group focused selection on qualifications, and relying on agency staff with no behavioural assessment. Kristof‐Brown, Schneider & Su (2023) found a positive correlation between a poor person-organisation fit with intention to quit and commitment, demonstrated by the absence levels and turnover. Furthermore, employees under Kath are dissatisfied and miss the support of old colleagues which could be explained from reliance on agency workers who are often less motivated and less willing to contribute to the business (Lheureux & Parmentier, 2022)

Employee voice has faded under new ownership. Kirsten involved employees in recruitment and held regular meetings to gain employee insight into decision making. Employee voice is crucial to build trust allowing employees to feel valued and satisfied (CIPD, 2025a). However, Kath’s leadership discourages challenge, expecting employees to follow without discussion. Joseph & Shetty (2022) explain that employee wellbeing and engagement is reduced when employees feel silenced, describing the suppression of voice as trait of destructive leadership. This finding explains why employees are not in support of the new culture at Calmere House. 

From a People Profession perspective, Kirsten aligned with the People Champion role through building trust by role modelling, creating shared purpose and working collaboratively (CIPD, 2025b). Constantly, Chaffinch Group did not support this People Champion Role as employee input was not sought, priorities became focused on standardisation and financial income, with no attempt to embed in the personable culture created at Calmere House. Cayrat & Boxall (2023) explain how employees lose trust when employees are not championed, resulting in low engagement. Consequently, with Chaffinch Group not championing their employees, both staff and residents are disgruntled, resulting in high turnover and unoccupied rooms. 
In conclusion, the change in selection and employee voice diminished employee trust and belonging in the organisation, reducing motivation and organisational performance.






















Question 7 
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Figure 2: Kotter’s 8 Step Change Model (Bitesize Learning, 2025)
Chaffinch Group could have used a change framework to better manage the change from a small family-owned care home to part of a large, established organisation. Lewin’s model for change is a three-step process for managing change including the unfreeze stage where the need for change is identified and plans for change are made, the change stage where change is implemented and refreeze stage where change is integrated and stabilised (Lewin, 1951). Another model is Kotter’s Change Model which is an eight-stage process for implementing and managing change as shown in Figure 2 (Kotter, 2012). 
During unfreeze, employees could have been better prepared for the change to understand Chaffinch Group’s proposed plans. Burnes (2017) states that change is more effective when employees are involved. Chaffinch Group could hold briefings to explain their vision to reduce resistance to change. (Ellis, 2023a) states the importance of management being visible and empathetic during change and so Chaffinch Group could increase presence by holding briefings to understand employee concerns and the importance of Calmere House’s culture. A more empathetic approach would have better suited the employees who value a personable touch. Chaffinch Group could have benefited from implementing Kotter’s first three stages of creating a sense of urgency, building a coalition and forming a strategic vision (Kotter, 2012). This could have been achieved by presenting the need for change such as rising costs helping employees fully understand the benefits instead of sending impersonable emails. 
Lewin’s second stage, ‘change’ can be lengthy and employees may take time to adjust to implementation (Deborah, 2018). Chaffinch Group could have implemented changes slower, rather than immediately redesigning rooms and reorganising structure. Ellis (2023b) explains the importance of recognising struggling employees during this stage and so employee surveys could have been used to gather feedback, potentially, reducing dissatisfaction. The group’s actions do not follow Kotter’s model whereby employees should be empowered and engaged at this stage through open communication (Kotter 2012).
Lewin’s final stage of refreeze was not successful as Chaffinch Group overhauled Calmere Houses’ culture and did not reinforce new policies with team meetings or training. Furthermore, stability was not gained as they over relied on agency staff, suffered from unpredictable absence and moving residents. To better manage the refreeze, Chaffinch Group could have aligned with the original culture of valuing employee voice and collaborative decision making. Kotter supports this, stating changes in culture should come last and only after the new change has been accepted (Kotter, 2012). Kotter further explains the importance of recruiting people who will champion the change, and so new hire behaviours should have been assessed rather than relying on agency staff. 













Question 8
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Figure 3: Kubler-Ross Change Curve (Connelly, 2024).

The experience of change felt by employees at Calmere House was disruptive, leading to employees losing their workplace identity. Harikkala-Laihinen (2022) explains the transition from a family run business to a corporate investor run business, summarising how employees who had a strong attachment to the old company tend to face an identity crisis under new ownership especially if original culture is not respected leading to employee disengagement.
The change following the sale of Calmere House can be explained using the Kubler Ross Change Curve shown in Figure 3. The first stage of the model is denial and shock. Employees at Calmere House were shocked that Kirsten decided to sell the business, which was likely because the business was the focus of Kirsten’s life, who told those around her the family rooted history. Kubler Ross (2025) explains how it takes time for an individual’s brain to acknowledge the change in the hope it may not happen, explaining why employees found the sale hard to believe. The second stage of anger was quickly fostered in employees as leadership changed from collaborative and empowering to Kath’s autocratic approach. Employees became frustrated as the loss of voice threatened identity. (Hall, et al. 2024) state that support workers must feel recognised and included to maintain satisfaction. The quick integration of standardised policies and room changes further fuelled anger as the personable culture diminished. Employees attempted to bargain by challenging Kath as historically they were involved in decision making, however, their views were dismissed leading into the depression stage. Mahmood (2024) states the depression stage occurs when employees realise their bargaining was unsuccessful and feel the weight of the change. This was reflected through high sickness levels and employees feeling hopeless. O’Shea (2024) explains that 50% of employees will call in sick to avoid a negative work environment, highlighting the cultural disconnect between Chaffinch Group and employees. The final stage of the cycle is acceptance whereby employees acknowledge the change. Mahmood (2024) states that this does not equate to happiness, they either adapt or find different methods of moving forward. Khaw, et al. (2022) discuss how acceptance of ineffective change can be displayed through increased business exits and low loyalty. Employees at Calmere House did not support the change, and so acceptance was shown through increased turnover.
Overall, the change was poorly managed, damaging employee identity and resulting in loss of engagement causing employees to leave the business instead of adopting the changes.
















Question 9 

CIPD (2025) explains how employee wellbeing promotes a positive working environment and is central to engagement and organisational performance. The first factor impacting wellbeing at Calmere House is increased workloads. The JD-R model summarises the link between job demands such as high workloads and stress with resources such as support and training (Bakker & Demerouti, 2014). If the job demands are high and resources are low employees will experience low engagement and burnout (ibid). Employees at Calmere House are suffering from high workloads due to absence related staff shortages and increasing turnover leading to increased employee anxiety and exhaustion causing employees to withdraw from the business (Sonnenteg, Tay & Shoshan, 2023). Furthermore, high levels of workplace stress can also impact physical wellbeing through poor sleep and lower immune system (ibid). Therefore, if not addressed, Calmere House will continue to experience declining workforce motivation and high sickness and turnover, preventing stability needed to embed their new changes. It also needs to be addressed from an organisational perspective as businesses with high wellbeing are more likely to benefit from increased profit and higher market value (De Neve, Kats & Ward, 2023). Therefore, it is critical for Calmere House to address the stressor of high workload to obtain their return on investment, retain employees and fill rooms. 
The second factor impacting wellbeing is loss of autonomy. Employees experienced a high sense of responsibility under Kirsten by being involved in business operations giving them value. Under Kath’s leadership, employees are expected to follow orders and policies with minimal input and no longer know what is happening in the business or its effects. Yang & Zhao (2018) explain how autonomy improves employee psychological safety as they view themselves as meaningful and significant, improving wellbeing. Therefore, Calmere House should address level of autonomy given to better motivate and stabilise the workforce. Furthermore, autonomous employees are more likely to show passion and learn new skills, benefiting the organisation through productivity (Nie, et al. 2023). Furthermore, autonomous employees are more open to change as they have influence on this (ibid). Therefore, by returning autonomy, Chaffinch Group can improve employee engagement, productivity levels and reduce resistance.
It is important that high workloads and reduced autonomy are addressed to rebuild employee wellbeing, improve engagement and to create a more stable and high performing business.

Question 10 

The employee lifecycle refers to the stages a person goes through during employment. It starts with attraction which is pre-employment such as viewing job advertisements through to exit where the employee leaves, as shown in figure 4 (Walker, 2023).
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Figure 4: The Employee Lifecycle. (Walker, 2023).
The sixth stage of the cycle is retention, which is how businesses can sustain their workforce. Armstrong & Taylor (2020) explain how retention can be achieved through the development of Human Resources including enhanced work life balance, eliminating negative workspaces and maximising employee skill and autonomy. 
During the engagement and development lifecycle stages, the People Manager role can implement strategic HR practices such as reward and recognition into the overarching business strategy (CIPD, 2025). Employees at Calmere House have stated they do not feel valued and so turnover is high. The People Manager could increase retention by implementing an employee value proposition which are offerings employees value (Armstrong&Taylor, 2014). This could be achieved by introducing total rewards which are tangible and intangible rewards going beyond pay for example recognition, opportunity for promotion and autonomy (CIPD, 2025b). This could help Chaffinch Group establish trust and reinforce employee value. CIPD (2022) explains that employees are motivated to perform if reward and recognition is offered, improving productivity. Furthermore, a positive link between reward and recognition and intention to quit was highlighted (ibid). 

CIPD (2024) finds that 41% of newly recruited candidates resign within twelve months. Therefore, the Recruitment Advisor has a pivotal role in assessing candidates fit and setting new starter expectations. Although recruitment is in stage two and three of the lifecycle, the actions during these influence retention. Person and organisation fit is a driver in motivating employees to work with 18% of employee motivation accounting for alignment with company culture (Mardiyah & Sartika, 2025).  Therefore, the Recruitment Adviser could alter the recruitment process to include behavioural questions and value-based interviews which provide deeper insights into candidates (Forbes, 2024). These could replace agency recruitment and reliance on qualifications to create better organisational cohesion and lengthen retention.  

Employment Relations Case Advisors are responsible for managing complex people problems, ensuring managers act fairly and maintain engagement (CIPD, 2025c). The lack of motivation and rise in resignations demonstrate that Chaffinch Group’s operations conflict with employee needs. Bulińska-Stangrecka & Bagieńska (2021) describe positive employee relations as a high-quality relationship between employees and their supervisors based on trust resulting in increased job satisfaction and retention. Therefore, the Employment Relations Case Advisor can provide managers with conflict training to relieve tension between employees and Kath (Van, 2024). Furthermore, the role can hold sessions on emotional intelligence and encourage team building exercises to create a collaborative workforce, promote employee voice and increase satisfaction (Ibid). Therefore, championing happy and supportive working relationships, employees will feel more involved and valued, increasing retention. 









Question 11
To fill 100% of resident rooms, Chaffinch Group should ensure their people practices strategically align with organisational goals. This can be achieved through vertical integration, which is the alignment of HR policies and procedures with the overall business strategy (Waseem, et al. 2019). Therefore, people practices must help improve occupancy levels and ensure a high standard of care to maximise occupancy. People practices could implement learning and development courses to help deliver exceptional care to boost Chaffinch Group’s local reputation (Arimanithaya, 2024). This will enable employees to deliver resident-centric care and reduce the number of residents moving. 
Horizontal integration is a beneficial strategy to ensure different functions of people practice are aligned (Waseem, et al. 2019). People practice could align wellbeing initiatives and work life balance policies with existing absence and performance management policies by implementing a wellbeing strategy and EAP service to tackle increased stress, workloads and absence (CIPD, 2023). This demonstrates empathy towards employee health and wellbeing, helping employees to feel heard and valued again. Strengthening wellbeing promotes a stable, happier and healthier workforce which should improve care provided helping to attract and retain residents. 
People practice at Calmere House could drive workforce planning to help maximise occupancy. CIPD (2025d) explains that workforce planning helps to identify problems allowing solutions to be created. It focuses on ensuring talent is available, planning change and mitigating workforce risks (ibid). Analysing available talent could highlight the unstable nature of agency workers, allowing Chaffinch Group to restructure their recruitment process. This would improve care as the care provided is consistent allowing to build lasting relationships with residents improving resident satisfaction and reputation. Furthermore, workforce risks such as low morale and sickness can be identified allowing the people practice team to investigate the reasons for this through avenues such as feedback surveys and absence wellbeing calls. From this, solutions can be created such as manager training or enabling greater employee input. Armstrong & Taylor (2014) explain that the result of workforce planning is more efficient and skilled employees and better utilised resources which are crucial to filling rooms. 




Question 12
Kath could consult and engage with employees through direct participative methods to understand the reasons for high turnover in a previously stable workforce. Huebner & Zacher, 2021) discuss how employee surveys are an effective way to obtain feedback on organisational developments and enhance communication between management and employees. Therefore, Kath could issue a survey to understand employee feelings and thoughts following the sale. However, surveys should not be used alone as qualitative measures involving two-way communication provide richer feedback and content (CIPD,2021). Focus groups are a beneficial way to gather employee perceptions and follow up survey results as they offer depth, allowing employees to interact with each other. This can result in new discussion topics, encouraging openness and allows Kath to unveil issues such as low motivation and culture change as reasons for turnover (Jordan & Haines). Flynn, Albrecht & Scott, 2018) highlight the importance of a strong relationship between focus group staff and employees in obtaining insightful content and so results could be hindered if Kath led the group due to lack of established rapport and trust. Exit interviews are the final tool a business can use to gather feedback from an exiting employee as they identify areas of concern or improvement, to better the organisation (SreeYuktha, 2023). However, it is advised that exit interviews are not carried the manager to increase employee openness (CIPD,2025e). 
To engage employees, Kath should ensure employees are regularly consulted. Employees at Calmere House do not feel involved in the business and are uncertain how decisions will affect them. This may help employees build trust and feel greater involvement as they did with Kirsten. Russo, Zekan & Peronja (2012) explain that businesses who keep employees updated on organisational changes and ventures via interna communication such as forums and intranets have a more motivated workforce as they see the meaning of their work. Care homes employ different staff groups such as care assistants, support workers, nurses and office staff. Therefore, Kath should conduct stakeholder analysis which helps to understand how organisational changes will affect each employee group. This improves engagement through involvement in decision making and encouraging voice (Hooray, 2025). Carreno (2024) explains how following change, continuous feedback and evaluation is essential to encourage proactive adjustments instead of being reactive following employee dissatisfaction. Therefore, Kath should not dismiss employees’ challenges. By involving employees in decision making, gathering feedback and making changes based on this, Kath could demonstrate her commitment to employee’s at Calmere house, rebuilding trust and engagement.
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