Q1. Examine two key external influences impacting or likely to impact the activities of the organisation that you work for (or organisation with which you are familiar) (AC 1.1)
Bluestone Resorts Limited is a hospitality company offering accommodation and services in Pembrokeshire, Southwest Wales. To analyse external factors affecting its operations, the PESTLE model (CIPD, 2024b) is a useful tool which focuses on six key external areas, including legal and environmental factors.
From a legal perspective, Bluestone must comply with relevant legislative frameworks by developing and implementing policies. One example is the "People at Risk and DBS Policy." The Bluestone Safeguarding Steering Group, which includes Designated Safeguarding Persons (DSPs), regularly meets to stay informed on current legislation, such as the Children’s Acts of 1989 and 2004. DSPs, who have completed enhanced safeguarding training with the NSPCC, are responsible for creating policies that determine which job roles require basic or enhanced safeguarding training, particularly guest-facing positions. Any role involving regulated activities requires an enhanced DBS check. 
Environmentally, issues such as climate change have had a significant impact on Bluestone's operations. As highlighted by Gill and Kose (2024) report for Brookings, climate change is not a long-term threat but an immediate one, with severe effects like droughts, floods, and wildfires that hinder global economic growth. Globally, people are now more aware of what climate change is and how we are damaging the environment. This has impacted how Bluestone operates by reviewing what we can change and implement to reduce greenhouse gas emissions and attract people who want a sustainable break.
To address these challenges, the company has hired a Head of Corporate Responsibility and a Sustainability Manager. Bluestone's Corporate Social Responsibility (CSR) department focuses on sustainability, leading initiatives to educate staff and implement eco-friendly practices. One example is the company's strict recycling policies, which include recycling furniture to avoid landfill waste. 

Q2. Discuss the main business goal of the organisation that you work for (or an organisation with which you are familiar) and why it is important for that organisation to plan how they will achieve the goal (AC 1.2)
Bluestone's primary business objective is to become the most beloved holiday destination and employer in the UK. The company has set ambitious goals to achieve this such as being carbon neutral by 2040, increase employee ownership to over 30%, rank No. 1 in the Which? survey, and become the employer of choice in terms of salary, inclusivity, diversity, accessibility, and digital innovation. These aspirations are outlined in Bluestone's 10-year Vision, which is built around five key pillars: "Love our people, refurbish, and reimagine, digital evolution, protect our planet, and make ‘more’ guests happy."
To accomplish this vision, the Bluestone Leadership Team must carefully plan and set clear objectives. This is crucial for maintaining the business in a constantly evolving world, where external factors identified by the PESTLE framework can influence operations. To ensure long-term growth and connection with its target audience, Bluestone's plans must be flexible and responsive to change. With the SMART objectives structure (CIPD, 2021) alignment across all departments is essential, so that everyone understands the vision and how to contribute to its success. Ensuring we are a diverse business, People Services set clear specific, measurable, achievable, relevant and timely objectives to review onboarding processes. Job descriptions are reviewed to eliminate discriminatory language relating to the Equality Act 2010. Managers are required to complete Equality, Diversity & Inclusion training to raise awareness and understanding around this topic and unconscious bias. Equal Opportunities section is added to the application forms to collect data for monitoring equality. 
These targeted smart objectives will aid measuring whether the main objective has been achieved.

Q3. Discuss the products and / or services of the organisation that you work for (or an organisation with which you are familiar) and discuss the organisation’s main customers (AC 1.3)
Bluestone Resorts Limited offers luxurious lodges and cottages nestled in the scenic Pembrokeshire countryside, perfect for families looking for a home-away-from-home experience. The accommodation encourages relaxation, free-range fun, and provides access to a wide range of facilities and activities. Open year-round, the resort features seasonal events such as Winter Lights, Myths and Legends, Summer Festival, Bwbach, and the festive Kingdom of the Elves Christmasland.
Set amidst over 500 acres of nature and aligned with sustainability goals, Bluestone is a vast playground for guests to explore on foot, by bike, or even dancing along the trails. Activities include swimming in the tropical Blue Lagoon pool (indoor and outdoor), testing your skills with axe throwing and archery on the tournament field, competing in the Woodland Warriors laser combat, and enjoying live entertainment in the Cloud Theatre. Adventurous guests can try coasteering along the stunning Pembrokeshire coast with the Wyld Team, or explore Camp Smokey, tucked away in the forest, where you can toast marshmallows and enjoy delicious meals. Culinary options range from homemade afternoon teas, curries, and Greek food to fine dining at the restored Georgian Blackpool Mill. For self-catering guests, Bluestone's village shop offers an online shopping service that allows your fridge and freezer to be fully stocked upon arrival.
This snapshot of Bluestone Resorts Limited highlights their commitment to providing a complete guest experience and unique break setting them apart from competitors. The primary customers are the guests who stay in the accommodations, make use of the facilities, and participate in the resort’s activities, including the option to rent golf buggies for easy transportation enabling car-free roads. Also, setting us apart is our historian tours. The resort includes a Grade 2 listed Manor House and a church making Bluestone quite unique. Each Friday, approximately 2,500 guests arrive for a three-night stay, while another group arrives every Monday for a four-night stay. Repeat business is crucial to Bluestone's success, with peak occupancy reaching a healthy 100% and off-peak times averaging around 96%. The resort's employee motto, "Beat the Greet," emphasises the importance of guest service, requiring staff to greet guests before being greeted themselves. Guest Experience Training is essential for all guest-facing roles, ensuring top-notch service throughout the resort and loyal guests who return year after year.
Bluestone loyalty schemes such as discounts on repeat bookings support occupancy. 

Q4. Review how file sharing technology and video conferencing can be used to improve working practises and collaboration within the people practise in your organisation (or an organisation with which you are familiar). (AC 1.4)

We are now living in the era of the Fourth Industrial Revolution (World Economic Forum, 2016), our world is becoming more connected using digital, physical and biology systems. Over time, we have had exposure to a rapidly increasing digital world. More recent technological advancements focus on how we communicate in business. Reflecting on the past decade (2023) who charted a timeline of the fast pace of technological transformations, from slow beginnings of the internet and smart phones to their current widespread use. Today people professionals utilise this new technology to improve working practices and collaborate more effectively.
Task management for people professionals is now easier and work practices improved with tools like Office 365, Outlook, and Teams. In an instant, a meeting can be shared with numerous people who can respond quickly. This efficiency reduces long waiting times, allowing the attendees to prioritise meetings, managing their time much better. An example, a remote candidate does not have to miss an interview due to logistical issues, thanks to the Teams link option. This is a benefit to both the candidate and the business, as it provides access to a pool of talent. 
This video conferencing platforms such as Teams also has environmental benefits, reducing carbon emissions by eliminating any need for travelling. This, in turn, reduces travel time, fuel costs, and perhaps accommodation expenses. Teams further enhance productivity by allowing file sharing via Excel, Word, Power Point, which instantly shares information to the team enabling real time editing, keeping the entire People Services Team informed and supporting sustainability goals by saving paper.
If a people professional works from home, has no transport or is unwell, they can still attend the meeting. Teams can be used to handle sensitive situations, like dismissals via video calling, promoting a much safer environment. 
Downsides could include connectivity issues, etiquette issues, body language dificult to read, user limitations, meeting heavy due to convenience or lack of interaction by attendees.
Overall, video conferencing and file sharing technology offers highly productive methods for people professionals to manage people management and business communication.

Q5. Define organisational culture and explain why it is important to foster an appropriate and effective workplace culture in your organisation (or an organisation with which you are familiar). (AC 2.1)

According to Schein and Schein (2016, p. 6) a definition of culture is “The culture of a group can be defined as the accumulated shared learning of that group as it solves problems of external adaption and internal integration; which has worked well enough to be considered valid and, therefore, to be taught to new members as the correct way to perceive, think, feel, and behave in relation to those problems”. 

At Bluestone Resorts Limited we understand that cultures are learned patterns of beliefs, values, behavioural norms, attitudes and people's assumptions. This is why we operate with a guiding vision, mission statement and a set of Bluestone Way behaviours which are “Genuine Care, True Ownership, and Grow as a Team.” This principle is deeply ingrained in Bluestone, from onboarding where our Bluestone Way behaviours form our interview questions, setting clear expectations during our company induction, training aligned with our policies and procedures, while probation reviews are conducted at regular intervals, providing feedback on any conduct concerns. This approach sets the tone and cultivates a strong organisational culture. 
The broader culture is diverse, different backgrounds, nationalities, beliefs, by creating strong leadership we have successfully shaped and managed culture. This aligns shared values and behaviours. Fostering cultural habits, we create an environment where employees care for one another, themselves, their guests, regardless of our individual differences.
To be unified in values, beliefs we can shape our workplace behaviours, creating a positive social and psychological environment. We thrive on positive behaviours, teamwork, motivation and hard work, which supports the business mission to exceed our guests' expectations, encouraging repeat business.
As a result, we have a dedicated and loyal workforce, as attrition reports and length of service awards reflect. This is essential to Bluestone, the number 1 employer in our industry within our county and business growth. Bluestone’s culture is evident throughout the resort and felt by guests and employees, leading to consistently high bookings all year round. Culture is a key driver of success.

Q6. Explain how culture is part of a whole system and explain how people professionals’ work and actions could impact elsewhere in your organisation (or an organisation with which you are familiar). (AC 2.2)

The McKinsey 7-S framework model (CIPD, 2021) was developed to support leaders in understanding how using 7 key elements are connected through shared values. The 7-S elements are structure, systems, style, staff, skills, strategy and shared values, demonstrating how culture and values function as part of a whole system. 
Co-creator of the 7-S model, Tom Peters (2021), stated that over 30 years he continues to believe, that the power of the 7-Ss is captured in two categories: hard and soft. The soft Ss being style, staff, skills and shared values, focusing on the human side, whereas the hard Ss being strategy, structure and systems, more tangible, operational aspects. 
People professionals need to build policies, train and support a leadership team that develops their sub-cultures, ensuring the broader business is reflective of these principles.
Focusing on the soft Ss and specifically, shared values, people professionals can enhance psychological safety within the business. According to the CIPD (2024a), this involves looking at organisational politics, not using undermining behaviours, and setting high standards. By encouraging two-way constructive feedback and focusing on employee autonomy, where all employees are involved in decision making processes. Bluestone has a platform called ECG (Employee Consulation Group). The group meets monthly to raise ideas and concerns. The group consists of individuals from every department including operational employees, led by People Services.
Leadership should align with people professionals’ main objectives. For example, by showing appreciation, gratitude and inclusivity, encouraging open communication, focusing on listening skills, reinforcing the value of every employee. Bluestone’s People Services created ‘At the Heart of It’ where a blue heart pin badge is awarded to any employee that goes over and above in their work. This has been received positively whilst motivating employees.
People Professionals create a strong leadership team, nurturing positivity that retains employees, reducing attrition figures, saving recruitment and onboarding costs, building the reputation as an employer of choice.

Q7. Explain why it is important that organisational change driven by economic downturn and challenging trading conditions is planned, and effectively managed in your organisation (or an organisation with which you are familiar). AC 3.1)

Much like the five stages of grief outlined in the Kubler-Ross Model, employees can experience similar emotional responses when there are periods of business change. According to Chavan and Bhattacharya (2022) Kubler-Ross research, the five stages of grief Denial, Anger, Bargaining, Depression and Acceptable reflect the employees' journey through change. This highlights how important it is to address change carefully and implement effective management strategies.

Looking at change and transformation, Stanford (2021) advises that businesses need to avoid wasting time and resources. The implications of poorly managed change can be visualised using a ‘swirl’ process, as follows:
· Issue identified that requires resolution
· New process/initiative proposed to resolve issue
· Data needed to determine whether proposal merits go-ahead
· Meetings scheduled to review data
· Additional requests come from meetings before any decision to go ahead can be made
· Data needed to answer requests
· Follow up meetings to review answers before any decision to go ahead can be made (this cycle continues in a downward swirl).

If people professionals and leaders are aware of the ‘swirl’ process, avoiding indecision, inefficiency and understand the importance of planning, they can effectively manage the changes and stress management. Once the change is identified such as economic downfall like rising unemployment, leaders should propose solutions, implement, trial and test these ideas, collect data, regroup to refine the details. This method is effective, allowing for greater productivity, maintaining morale, reducing delays, cost and time savings, and ensures effective communication of changes which may impact other systems.

Q8. Explain the importance and role that could be played by people professionals in your organisation (or an organisation with which you are familiar) within change driven by economic downturn. (AC 3.2)

The war in Ukraine, which disrupted or stopped supplies from Russia and Ukraine, along with soaring energy and fuel prices, particularly, Russia’s full-scale invasion of Ukraine in February 2022, contributed to the UK’s cost of living crisis. According to the House of Commons (2024) “From November 2021 to June 2024, British adults reported seeing an increase in their cost of living compared with the month before. This peaked in August 2022, when 91% of adults in Great Britain reported a higher cost of living than the previous month.”
Businesses also faced challenges as year-end forecasts fell short. Bluestone experienced a decline in holiday bookings and secondary spending on its resort. People were unable to afford holidays as expenses including their rent, food and fuel had risen significantly.
People Services had an important role to play in managing the situation, including 
consulting with management regarding departmental restructuring to achieve cost savings. Redundancy packages were offered. People Services supported employees affected by redundancy and to those remaining employees, ensuring confidentiality policies were in place to protect all employees and safeguard the business reputation. 
Ukrainian refugees relocated to nearby areas of Bluestone resort, where the People Services Team employed them on part time contracts to provide support during challenging times. All employees, including the refugees, have access to a food and clothing bank on-site to help alleviate the cost-of-living crisis. People Services continues to advise, facilitate and direct employees to free support agencies and organise well-being and social events to assist everyone. All employees have access to counselling, financial, and health services. By looking after our employees, attrition levels are stable, and employees are motivated to increase productivity. 

Q9. Discuss how organisational change, driven by economic downturn, could impact people in your organisation (or an organisation with which you are familiar) in different ways. (AC 3.3)

Change is constant. Bluestone people professionals much be ready to implement effective change management strategies. As outlined by Armstrong (2020, p.689) Lewin’s three-step change model, Unfreeze, Change, and Refreeze provides a framework to understand how threats affect people in turn disrupting the balance and enabling change to maintain productivity in a stable environment.
 An economic downturn brings both challenges and opportunities. Not all employees endure negative impacts such as redundancy or reduced hours. For those remaining, it can open doors for career advancement. If the budget allows, salary increases may be offered to employees who are willing to take on additional responsibilities within reasonable limits. Fostering greater autonomy, boosting motivation and confidence in taking on new challenges.
The departure of some employees may have a positive effect, especially if those individuals previously impacted workplace culture negatively, contributing to issues with team morale and productivity.
Employees who adapt to revised roles may reveal skills and capabilities that had previously gone unnoticed. This newfound freedom and confidence to explore new approaches can lead to innovative processes, resulting in cost and time savings. This proactive attitude can inspire other team members, reducing further attrition and enhancing productivity, confidence and motivation across the team.
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