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[bookmark: _Toc534613965]Executive Summary 
The report is developed based on Aetna’s diversity issues investigation. Aetna recognises the diversity as the opportunity for sustainable growth and managing employees' equality in the workplace. Aetna has identified three core diversity issues which are the cultural competency training, HR recruiting and retention and multilingual capacity of the organisation. The cultural competency issue analyse has provided a clear understanding that the business has reduced the workplace conflicts and improved the marginal rate during the time of economic recession since it increases the efficiency and interactive ability of the employees. The HR recruiting and retention issue has provided a clear understanding that the business was able to select talent and diversified employees by managing demographic segmentation among the population. The recruiting process needs to apply by focusing on employees ability and retention issue has suggested, Aetna focuses on increasing employees retention by managing different initiatives such as pay-for-performance and increasing wages etc. The multilingual capacity issue has provided a clear understanding of cultural differences in communication and opportunity for market growth and building business images. After completing the analysis of the diversity issues, the recommendations are made where cultural competency issue can be managed through applying different training methods and developing a process of cultural competency. The HR recruiting and retention issue can be managed by applying performance management and talent management. The multilingual capacity issue can be managed by applying ICE strategy which will enable the employee to understand and gain knowledge.
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[bookmark: _Toc534613966]Introduction 
Aetna which is a financial health care business operating its activities in different countries. It has ensured diversity in the workplace since the seventy-six per cent of the employees is female and of those thirty-one per cent of the employees are people of colour. It has encountered different diversity issues such as managing ERGs (Employee Resource Group), multilingual capability, the cultural competency training, and HR recruiting and retention and diversity index gaps. The manager has analysed those diversity issues in the organisation and creating a suitable workplace for all. By managing the diversity initiatives, Aetna was able to increase its productivity in the workplace, encouraging creativity and managing the workplace commitment. Though managing diversity initiatives affect the functional cost and business operations, Aetna has successfully managed those issues by ensuring business growth. In order to ensure the improvement of employees, Aetna can manage training and provides different facilities (Sharma, 2016). Aetna has applied ICE strategy, Aetna’s Way approach and LAMP method for managing these diversity issues. For investigating the diversity issues, Aetna has evaluated both qualitative information interns of developing strategy and quantitative analysis for evaluating the impact of the diversity issue such asa  a change inoperatingg income and additional cost. The board base approach is evaluated in terms of managing diversity issue of Aetna in the organisation (Pollitt, 2006). The business has applied different human resource strategies for encountering different contemporary issues. The business has evaluated the economic environment and impact of different economic factors in order to apply an effective strategy and method. The application of diversity initiatives has enabled the business to engage employees more in the workplace, understanding the cultural competency, improving quality and service and ensuring integrity in the organisation. 






[bookmark: _Toc534613967]The Analysis of Diversity Issues in the context of Aetna
[bookmark: _Toc534613968]The Diversity Issues 
According to Sharma, (2016) diversity refers to managing value based on individual preferences and developing diversify workplace for all which ensure the equal right of others. By ensuring diversity in the workplace, Aetna has resolved different issues creating conflicts, gender discrimination, minimising the cultural differences and improving employees' productivity. According to Gröschl, (2017) for managing diversity, Aetna employee resource group has taken different initiatives including focusing on an urban area in order to develop diversify product segment and recognises the external opportunities in order to comply with a different specific market. In order to remove the language barriers in the workplace among employees, Aetna has applied an effective translation system which delivers quality translation in other languages (Pollitt, 2006). In order to manage the human resource selection process, Aetna has applied tactic which allows the business to manage employees from different segment according to their culture and population. These issues are managed in order to accelerate growth by applying a strategy for diversity in accordance with ensuring non-outdated chance in the targeted market. The business has developed a multicultural range of suppliers for supporting the diversity in its operations which enables the business to evaluate the communities and improve the workplace. Diversity allows the employee to improve performance and get rewarded for one’s involvement (Sharma, 2016). 
Aetna has selected three core issues of diversity which are presented in the following and analysed in the context of managing employees and the workplace.
[image: ]
[bookmark: _Toc533884916]Figure 1: The Diversity Issues in Aetna
Source: (Sharma, 2016)


These three issues are recognised in Aetna’s business operation. For evaluating these issues, Aetna has developed an effective evaluation chart where the issues are segmented into three categories which are the impact on the business, the affected area of the business and metrics (Pollitt, 2006). 

[bookmark: _Toc534613969] The Multilingual Capability Issue
According to Gröschl, (20,17) while managing the employees' communication in the workplace, Aetna has faced issues regarding language since there are two segments among employees, one who uses English and another who doesn't prefer English and prefers other. For resolving the issues, Aetna has applied translation for delivering direct and effective communication in business operation. Without resolving the multilingual issues, the business will unable to improve its understanding on customers and employees segment and unable to improve business image as a multicultural company in the market. 
By managing the issue, the business will able to improve the share of the market since the employee and customer understanding will provide a better insight into the company management and able to take the effective decision (Sharma, 2016). If such issue is not managed properly, the whole enterprise will be affected since the employee will face conflict in the workplace and the customer experience and expectation won't be fulfilled by the business which will result in loose.
According to Seiders, (2009) Aetna has managetheseis issues successfully in the time of recession when another business has faced lose dramatically, Aetna has survived and able to generate revenue from the market. For managing diversity issues, it focuses on the integrity of the business, engaging customer and providing quality service and experience in the market (Gröschl, 2017).
For managing the diversity issue, Aetna has developed its own way value creation for the employee. The different segments of the employee have evaluated in terms of sex, gender, colour, culture and values. By developing the multilingual competency for the business, the management can build strong employee relation in the organisation (Seiders, 2009). Without having a strong communication structure in the workplace, the business may fail to manage its employees and face conflict. 

[bookmark: _Toc534613970]The Impact of the Multilingual Capability Issue
Seiders, (2009) has stated managing the multilingual capability enables the employee to communicate in more than one language which increases the productivity and efficiency in the workplace. The business has to develop the multilingual capacity for managing the workplace conflict. When such an issue arises, the business has to react instantly or the business will face an additional cost in managing the operation (Lee, 2018). When the employee cannot understand and interact with others for having a multilingual issue in the workplace, the employee gets confused at some time and make the wrong move which initially affects the business operation and may result in operation failure.
If the business cannot ensure the multilingual capacity in its operations, the business will unable to recognise the customer insights and market segment. While recruiting the employee, the business to ensure multilingual capacity for identifying the talent employee and apply talent management. By ensuring multilingual capacity, the business can improve competency in the market and have a better understanding of customer and employee. According to Lee, (2,018) it promotes gender equality in the workplace which requires the application of multilingual capacity which was also stated by Seiders, (2009). For managing the multilingual capacity, the business additional cost may seem like an investment for the company. By ensuring the workplace diversity through multilingual capacity, the business can ensure growth and improving the business image in the market and develop market share by understanding the customer. 
Managing this issues enables the business to create competency in the market by understanding each segment and response according to the specific segment. Aetna has applied training and education for its employees in order to manage the multilingual issue (Chen, 2011). The issue has a broader impact on business operation. During 2007-08, the economic condition was devastating and fallen, the company were able to sustain such influence and continue the growth where multilingual capacity had great influence. By having the multilingual capacity, Aetna was aware of cross-national economic condition and fall of the investment market. Aetna had taken the right decision and understood the market through multidimensional perspective (Lee, 2018).

[bookmark: _Toc534613971]Managing the Multilingual Issue
For managing the multilingual capacity issue, Aetna has to arrange different initiatives which are training, developing a specific segment and employees’ recruitment and retention. For managing such issue can arise additional cost for the business which will affect the bottom line. But managing multilingual capacity will enable the business to communicate and understand individual separately which will improve the value for each (Chen, 2011). When individual priority is managed, the performance and commitment increase. In 2007-08, the initiative was taken by Aetna which was successful for the business operation. The business was able to recognise the change and market trend which enabled the business to adopt change and offer services (Lee, 2018).
The employee’s efficiency improves when the employee is treated as the way one wants to have. The business may face difficulties in managing such activities since the business may have to focus on the development of employees in the long-term. Gröschl, (2017) has stated managing company's multilingual capacity issue, Aetna has developed its organisation structure and able to locate the external opportunities. The business can access more information by managing such an issue since it can have a deeper understanding of the different segment. According to Lee, (,2018) the personal performance stimulation technique can be applied for the development of multilingual capacity by Aetna. Cognitive diversity is promoted in the organisation by applying multilingual capacity issue. The management can recognise different problem and employees' insight by implementing multilingual capacity. Since Aetna applies scorecard balance model for evaluating the employee's performance and measuring the attitude through the cognitive approach in diversity management.
When forming a team, Aetna focuses on developing a multilingual team which provides better insight and efficiency in task attainment. For forming and applying the talent management in the organisation, application of multilingual capacity is essential. Developing multilingual capacity, the business can develop the workplace culture in a diverse way and managing strategically the business operations. Aetna was able to gain a competitive advantage in the market by managing this diversity issue (Gröschl, 2017).

[bookmark: _Toc534613972]Multilingual Capability Issue Development and Application
Since multilingual issue enables the business to correspond for the different segment in managing employees and customer. Aetna has developed its company's culture which is suitable for the employee to sustain and perform in operating. Currently, there are approximately thirty-five thousand employees working in Aetna where female employees have greater in number. Cañas and Sondak, (2014) have stated that the business manages its employee's segment by ensuring gender, sex and culture so that they can manage the talent pool employee and improve the current employee performance in the organisation.
Developing the multilingual capacity, Aetna needs to apply its ICE approach which includes integrity, education and employees engagement. According to Chen,, (2011) the employees need to nurture and access different information so that they can have a better understanding of others language and approaches. Integrity ensures the behaviour of acting ethically which enables the employee to take out the best of his performance. Aetna focuses on developing the multicultural dimension in the workplace by managing the multilingual issue (Lee, 2018). For managing such actions, it has to take different initiative which is conducting a survey on the employee and measure the backgrounds so that the business can develop an effective translation which will be more accepted for others.
It has to develop a different diversity index based on sex, gender and cultural segment. The diversity index gap will provide the change of multilingual capacity requires in the organisation. According to Rendall, (2012) Aetna was able to improve this company value in the market by implementing the diversity in both internal and external context. The business has provided its core focus on developing the diversity strategy which has enabled the business to improve the current condition in the market (Pollitt, 2006). The application of diversity in the business operation has enabled Aetna to reach at the top position in terms of different category. Multilingual capacity is the core initiative which has a larger impact on sustaining at the time of recession. The business has to recognise the change take place in the segment by developing multilingual capacity (Cañas and Sondak, 2014).


[bookmark: _Toc534613973]The Implications in Developing Multilingual Capacity Issue
The business may fail to implement multilingual capacity in the workplace due to several implications which are measuring a large amount of data, unreliable, complexity in managing data and unstructured resources application (Rendall, 2012). The business has to measure a large amount of data for managing the multilingual capacity which is costly for the business since managing individual importance based on particular segment creates big data evaluation which also consumes the time of operations. According to Pollitt, (2006) the business has to develop such an initiative for long-term development and focuses on recruiting and cultural competency in the organisation.
Since there is a large amount of data which may direct the business in wrong way approach and the employee may get discriminative thought for the business. Since for managing the multilingual capacity of the business may lead to apply resources in an unstructured way which will cut the maximisation of resources. According to Cañas and Sondak, (2014) the business has to recognise both internal and external while developing the multilingual capacity either the business will fail to understand the internal and external opportunities of sustainable growth and improving the human resource. Without applying multilingual capacity, Aetna will fail to perform talent management which is the core approach of its business success. That’s why the business has to analyse and evaluate the multilingual issue before developing by recognising the opportunities and available resources along with employees and customer insights (Rendall, 2012).

[bookmark: _Toc534613974]HR Recruiting and Retention Issue
According to Byars, (2015) the human resource recruiting refers to the selection process which enables the business to recruit efficient employees from different population segment for the required task. Human resource retention refers to the number of employees is kept for managing business operations and the process of managing turnover and saving (Vui-Yee and Paggy, 2018). Under HR recruiting and retention issue, Aetna evaluates the employees based on demographic segments such as age, gender, sex and colour. Aetna has thirty-five thousand employees who are currently involved in its business operations who are selected by developing the recruiting process and managing the retention procedure.
By managing the recruiting and retention diversity issue, Aetna ensures employees empowerment in the workplace which encourage leadership and performance development (Byars, 2015). It has identified the potential employees' segment based on self-reference criteria. After managing the recruiting process, Aetna develops the retention awareness among its employees. Vui-Yee and Paggy, (2018) have stated that the business develops employees' retention so that it can improve the bottom-line and improve employer image. The employee retention approach has applied to the organisation in order to provide support to the recruited employee and improving performance. 
According to Byars, (2015) based on the employees' turnover, Aetna manages its talent management and recruit new employees and consider the functional cost. Aetna manages these issues consider the impact on the business of hiring and selecting new employees, ensuring their satisfaction and developing the employer reputation since it has influenced the whole enterprise (Rendall, 2012). For managing the employee recruitment and retention, Aetna has developed different initiatives which enable the business to operate its activities efficiently. Aetna has developed a new hiring strategy which is based on its resources, vision and mission along with tactics.


According to Purgał-Popiela, (2016) when Aetna faces higher turnover in employee retention, it faces higher cost. It applies lower and cost-effective recruitment based on a different demographic segment of the population for recruiting talent employees. Aetna manages talent to manage in order to attain the quality employees in the organisation and improve productivity. By applying such approaches, the business was able to ensure a sustainable workplace and diversify culture which improves the employees' satisfaction and building the image of the employer (Rendall, 2012). The scorecard balance technique is used for measuring the employees’ performance in order to manage the retention process. 
Aetna focuses on ensuring low turnover since the additional cost of recruiting has a negative influence in the business bottom-line. The business has managed its employees through new orientation which provides an insight of the organisation current position and its available human resource. Aetna applies retention approach by motivating and encouraging the current employees to improve performance and get a higher position in the organisation (Vui-Yee and Paggy, 2018).  
Since Aetna manages actions in order to develop its current employees so that employees can be replaced at any position and any situation. In order to overcome the 2008 recession in the global market, Aetna recruitment and retention have a larger impact (Purgał-Popiela, 2016). While there was lose in investment and collapse in the European economy, Aetna manages to stay in the top through managing diversity issues.
Its diversified strategies have accelerated the sustainable growth in the competitive market. It was the ability to offer quality service by ensuring demographic segmentation in the recruiting and retention process. According to Vui-Yee and Paggy, (2018) Aetna's recruiting process includes the planning of succession and cross-functional retention in the organisation which has ensured low turnover and result in lower additional cost for the business.




[bookmark: _Toc534613975]Managing HR Recruiting and Retention Issue
While managing the recruiting and retention issue of diversity, the business has to perform several stages which are selecting, screening and evaluating talented employees (Byars, 2015). By managing the recruiting issue, Aetna was able to develop an effective workforce which has developed its efficiency in the market (Foot, et al, 2016). The change in economic environment has affected other businesses in managing an efficient workforce where Aetna has its diversified employees in the organisation. Based on the recruitment and retention issue, Aetna measures its performance and the rate of profitability. According to Vui-Yee and Paggy, (2018) it focuses on the demographic segment in employees recruitment and retention where gay/lesbian/other gender and employees from different colour (including white), female are categorised. 
It has identified the potential employees' segment based on self-reference criteria. After managing the recruiting process, Aetna develops the retention awareness among its employees. It develops employees' retention so that it can improve the bottom-line and improve employer image (Atan, et al, 2016). The employee retention approach has applied to the organisation in order to provide support to the recruited employee and improving performance. For managing the employee recruitment and retention, Aetna has developed different initiatives which enable the business to operate its activities efficiently. Aetna has developed a new hiring strategy which is based on its resources, vision and mission along with tactics.
 toA toccording Atan, et al, (2016) it has ensured the process of managing performance for all in response to the diversify employees segment in the organisation which improves the knowledge of the employees of workplace diversity and business surroundings. For managing its employee's retention practices, the business has developed cross-functional employees' resource group which collaborates the resources maximisation with internal diversity (Byars, 2015). In 2007-08, it has applied the scorecard balanced approach in order to evaluate the employees’ performance and achievement in accordance with diversity tactics. Aetna manages performance evaluation based on employees’ feedback and quarterly diversity meetings (Foot, et al, 2016). 

[bookmark: _Toc534613976]The Application and Development of HR Recruiting and Retention Issue 
Aetna has applied the recruitment and retention approaches on the basis of its HR strategies and goals. The HR strategy is to attain the efficient human resource for long-term so that it can ensure high-performance in the organisation and able to ensure sustainable growth as a leader in the market (Atan, et al, 2016). By applying this strategy, it has aimed to attain three core goals which are managing employees resource group (ERGs), leveraging the talent management and ensure diversify employees towards organisations objectives. 
According to Foot, et al, (2016) Aetna has applied different initiatives in order to attain those goals and objectives by applying the HR strategy. At first, it has improved the business effectiveness by delivering the resources to the employee for the best outcome. After that, it has selected the employees who represent the business culture and understanding so that it can ensure talent management information for collaborating employees' retention and recruiting process (Byars, 2015). Aetna has managed retention in talent management which provided the business to place the employee into a new role internally.
Aetna has focused on employees' succession planning for improving the retention plan. The employees are encouraged during the time of recession by reflecting performance-based pay and balanced scorecard enactment (Atan, et al, 2016). The employees' contribution has recognised in the Aetna which encourages the employee to improve the skills and personal development. Aetna ensures equality in the workplace in both recruiting and retention so that employees feel motivated and increase productivity in the workplace (Purgał-Popiela, 2016). While developing the retention issues, Aetna measures employees’ experiences and different employees’ demographic segment. While recruiting, Aetna applied survey questions in order to understand the interest of the employee and understanding the diversity group response to the business operations (Foot, et al, 2016). The diversify employees segment has provided a multi-ethnic understanding which enables the business to develop new hiring strategy and retention initiatives. 

[bookmark: _Toc534613977]The Implication in managing HR Recruiting and Retention Issue
According to Purgał-Popiel,a, (2016) while managing the HR recruiting and retention diversity issue, Aetna faces different implications which affects the employees’ retention and recruitment process. Aetna has to monitor the employees’ attitude towards the workplace so that it can assume the relationship and forecast the retention phase. 
The employer has to identify the employees’ turnover rate and factors affecting the turnover directly either the business may fail in the long-run and unable to manage an efficient workforce for the business (Byars, 2015). Aetna needs to develop employees’ segment basis recruitment policies so that the business may reduce the rate of employees’ turnover which will result in efficiency and profitability. 
Aetna has to ensure a positive environment for the employees in the workplace so that they may not face unwanted experiences. Without identifying the driving factors affecting employees, Aetna may fail to understand the issues related to high employees turnover. Byars, (2015) has stated managing the poor design of job recruitment will cause dissatisfaction and low relationship between employer and employees. 
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The Cultural Competency Training Issue
According to Purgał-Popiela, (2016) cultural competency training issue is managed by Aetna in order to deliver an effective service to the market in terms of employees and customers expectations and quality service by ensuring employees involvement. By developing the cultural competency in the organisation, the business can improve employees understanding and adapting capabilities which will result in business growth (Stanford, 2010). The business has to promote the brand by having a better understanding of different segments of the population. Aetna has to ensure cultural competency training for its employees so that the employee can improve efficiency and productivity in the organisation.
The business ensures the employees having different knowledge about different culture and behaviour. The business has to develop a common assumption for developing the training. According to Stanford, (2010) the global market is dynamic and the workforce has different employees from different culture and segment in the market, it has to understand the cross-cultural difference in the organisation. 
By applying training on cultural competency, the business will provide focus on specific forces of the cultural change needed in the organisation. Without understanding the culture, the business will unable to understand the population segment and apply effective approach. Cultural competency enables the business to improve the interaction skills of the employee in terms of diversifying respect, empathy and relationship with others (Purgał-Popiela, 2016).








[bookmark: _Toc534613979]The Impact of Cultural Competency Training 
The application of cultural competency training has different advantages which are improving the efficiency and productivity of the business, developing competitive advantage, improving the marginal rate, improving international negotiation, employees' satisfaction development and improving communication (Stanford, 2010). By ensuring cultural competency training the business can enable the employee to understand and value other culture while performing the task in the organisation which will result in increased productivity.
The business can also develop an effective human resource group for managing its business operations efficiently. Cultural competency reduces the rate of internal and external conflict. The employee and customer culture are evaluated under cultural competency training which will result in building an image in the market (Purgał-Popiela, 2016). When employees are having sufficient knowledge about different culture, the employee will able to react to the different contemporary situation in the workplace.
Mor-Barak, (2017) has stated the business has to understand the external cultural and develop diversify culture in the organisation so that employees from different segment can adapt and gain comfort in the organisation. The business can gain a competitive advantage by developing an effective employee resource group through cultural competency training. The process allows to recognise the difference between other cultures and enables to identify external opportunities (Purgał-Popiela, 2016). The marginal rate has improved since Aetna has applied the cultural competency training. In 2007-08, the time of recession, the business was able to ensure profitability in the market. The net income has increased through the training has added additional cost for the business operation.

The business was able to recognise the cultural change in the market since it has efficient employees who have the ability to comply situation. Since Aetna has managed its cultural competency training which has enabled the business to negotiate in the international market at the time of economic fall (Mor-Barak, 2017). The business has identified external opportunities which have ensured the growth and accelerate the business revenue.
By applying cultural competency training the business has improved the satisfaction of the employee since the employee can engage and understand the business culture and deliver value to other culture which increases efficiency and effectiveness of the employees. The employee can communicate and adapt to cultural change which increases their comfortability and satisfaction (Stanford, 2010). When the business can ensure cross-cultural diversity in the workplace, the employee can interact with each other efficiently and able to maintain the direct flow from the management.
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Managing the Cultural Competency Training Issue 
While managing cultural competency training, Aetna ensures the employees have proper knowledge about other culture and develop facts which are needed to change in the workplace. Cultural competency training enables the employee to introduce own culture to others and learn others culture and deliver value (Khanna, et al, 2009). The cultural competency training employees morally. The personal performance stimulation technique can be applied for the development of cultural competency training by Aetna. The diversity is promoted in the organisation by applying cultural competency training issue. 
According to Mor-Barak, (2017) the management can recognise different problem and employees' insight by implementing cultural competency training. Since Aetna applies scorecard balance model for evaluating the employees' performance and measuring the attitude through the cognitive approach in diversity management. When forming a team, Aetna focuses on developing cultural competency training which provides better insight and efficiency in task attainment (Khanna, et al, 2009). For forming and applying the talent management in the organisation, application of cultural competency training capacity is essential.
The business can rely on employees understanding by ensuring the cultural competency. For managing the cultural competency training issue, Aetna has to arrange different initiatives which are training, selecting a specific segment and employees' recruitment and retention (Mor-Barak, 2017). For managing such issue can arise additional cost for the business which will affect the bottom line. But managing cultural competency training will enable the business to communicate and understand individual separately which will improve the value for each. According to Stanford, (2010) when individual cultural priority is delivered, the performance and commitment increase. The business was able to recognise the change and market trend which enabled the business to adopt change and offer services according to new cultural change. Developing cultural competency training capacity, the business can develop the workplace culture in a diverse way and managing strategically the business operations (Khanna, et al, 2009).


Aetna was able to gain a competitive advantage in the market by managing this diversity issue. The employee's efficiency improves when the employee is treated as the way one wants to have. The business may face difficulties in managing such activities since the business may have to focus on the development of employees in the long-term (Khanna, et al, 2009). By managing the company's cultural competency training issue, Aetna has developed its organisation structure and able to locate the external opportunities. According to Stanford, (2010) the business can access more information by managing such an issue since it can have a deeper understanding of a different segment of the population.  

[bookmark: _Toc534613981]Cultural Competency Training Issue Development and Application
The application of diversity in the business operation has enabled Aetna to reach at the top position in terms of different category. Khanna, et al, (2009) has statt the   cultural competency training is the core initiative which has a larger impact on sustaining at the time of recession. The business has to recognise the change take place in the segment by developing cultural competency training. The cultural competency training issue enables the business to respond to the different segment of the population (Tolle, 2012). Aetna has developed its company's culture which is suitable for the employee to sustain and perform in operating. Since there are approximately thirty-five thousand employees working in Aetna which indicates there are employees who belong in a different culture. 
The business manages its employees' segment by understanding the employees' culture so that they can manage the talent pool employee and improve the current employee performance in the organisation (Khanna, et al, 2009). The cultural diversity index gap will provide the change of cultural competency training requires in the organisation. Aetna was able to improve its company value in the market by implementing the diversity in both internal and external context. According to Tolle, (2012) the business has provided its core focus on developing the diversity strategy which has enabled the business to improve the current condition in the market. 
Developing cultural competency training, Aetna needs to apply its Aetna's way approach which includes integrity, education and employees engagement. The employees need to train and access different information so that they can have a better understanding of different cultural issues and facts (Ha Kwong, 2011). Integrity ensures the behaviour of acting ethically which enables the employee to take out the best of his performance. It has to develop a cultural diversity index bthe ased on cultural segment (Tolle, 2012). Aetna focuses on developing the multicultural dimension in the workplace by managing the cultural competency training. For managing such actions, it has to take different initiative which is conducting the survey on the employee and measure the backgrounds so that the business can develop an effective cultural competency training.

[bookmark: _Toc534613982]The Process of Developing Cultural Competency Training 
For developing the cultural competency training, Aetna performs such process which is presented in the following:
[image: ][bookmark: _Toc533884917]Figure 2: The Process of Developing Cultural Competency Training 
Source: (Ha Kwong, 2011)





At the first stage of developing cultural competency training, Aetna manages the employee self-awareness about the culture. According to Ha Kwong, (2011) the business measures the way a group respond to their own culture and others. After identifying the self-awareness, the business delivers knowledge about cross cultures alikeness and difference so that one can differentiate when facing others culture and able to recognise the different while communicating (Tolle, 2012). 
Then, the business measures the cultural literacy in response to the cultural group whether they possess healthy knowledge about cultural norms and facts. When employees have a deeper knowledge about own culture, they can compare other culture efficiently (Khanna, et al, 2009). After that, the business delivers the care which includes proper guideline and direction about cultural competency. Finally, the employees are encouraged to adopt such cultural changes and manages cultural conflicts.

[bookmark: _Toc534613983]The Implications in Developing Cultural Competency Training Issue
The business has to develop such an initiative for long-term development and focuses on recruiting and cultural competency in the organisation (Ha Kwong, 2011).  Since Aetna has to manage different cultural competency which may direct the business in wrong way approach and the employee may get discriminative thought for the business. For managing the cultural competency training of the business may lead to apply resources in training and long-term planning which will cut the maximisation of resources (Mondy and Martocchio, 2016). 
The business may fail to implement cultural competency training in the workplace due to several implications which are measuring the different cultural ethics, values and complexity in managing cultural differences. Without applying cultural competency training, Aetna will fail to perform talent management which is the core approach of its business success (Khanna, et al, 2009). That’s why the business has to analyse and evaluate the cultural competency training issue before developing by recognising the opportunities and available resources along with employees and customer insights. 


The business has to measure different culture since employees belong in a different culture which requires a high cost for the business since managing individual culture based on particular segment create complex evaluation which also consumes the time of operations (Khanna, et al, 2009). The business has to recognise both internal and external culture while developing the cultural competency training either the business will fail to understand the internal and external opportunities of sustainable growth and improving the workplace and external competency (Ha Kwong, 2011).  
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For managing the diversity issues, Aetna can manage different alternatives which are recommended in the following:
[image: ][bookmark: _Toc533884918]Figure 3: The diversity issues management 
Source: (Wendy Ming-Yen TEOH, 2012)



For managing the diversity issues, Aetna can apply this model where there are four core phases. In order to manage the issue efficiently, the business has to manage these phases. 
First, the logic stage includes the facts of performance where the way business can deliver and attain value from the application of diversity in the organisation are measured. According to Meekings, et al, (2009) for measuring the performance and making an effective decision, the business can develop an illustration of logic such as employee's commitment and performance illustration. Secondly, it has to develop insight by measuring the employees' performance and managed information. At this stage, Aetna can able to apply different measurement tools and designs for conducting the research on diversity issue in order to recognise the diversity-related ingenuities and consequences (Wendy Ming-Yen TEOH, 2012).  After that, Aetna can manage its diversity issues performance by developing an action plan based on steadfastness and relevance. The business needs to develop a scale for managing the standard of the process effectiveness. Finally, it can measure and manage actions in order to implement the process and apply operations such as training and learning. 
[bookmark: _Toc534613986]The Benefits of Managing Diversity Issues
By managing the diversity, Aetna employee resource group can able to take diverse ingenuities including focusing on an urban area in order to develop diversify product segment and recognises the external opportunities in order to comply with a different specific market (Meekings, et al, 2009). In order to remove the language barriers in the workplace among employees, Aetna can apply an effective translation system which delivers quality translation in other languages (Wendy Ming-Yen TEOH, 2012). 
In order to manage the human resource selection process, Aetna can apply the tactic which allows the business to manage employees from different segment according to their culture and population. These issues are managed in order to accelerate growth by applying a strategy for diversity in accordance with ensuring non-outdated chance in the targeted market (Meekings, et al, 2009) The application of diversity management enables the business to manage skilled employee from different segments and experiences. By developing diversity issues in the workplace, the business encourages its employees to be innovative.

[bookmark: _Toc534613987]Proposals for Managing Multilingual Capacity Issue
Aetna can develop an effective communication system in order to manage multilingual capability by providing training facilities and developing an effective diversify cultural workplace (Stockdale, 2010).  
-Aetna has to manage multilingual capacity by understanding individual separately which will improve the value for each. 
-Aetna has to provide individual priority is managed for managing the multilingual capacity. 
-Aetna has to focus on the development of employees in the long-term for implementing multilingual capacity. 
-Aetna has to develop a new organisation structure and able to locate the external opportunities for implementing the multilingual capacity. 
-Aetna has to access more information for managing the multilingual issue by having a deeper understanding of the different population segment (Wendy Ming-Yen TEOH, 2012).

[bookmark: _Toc534613988]Benefits of Multilingual Capacity Issue Management
By managing the multilingual diversity in a new different way, the business can remove unnecessary additional cost which is needed to improve the bottom-line (Stockdale, 2010). The business can reduce the internal conflict which will increase the rate of productivity in the workplace. 
By ensuring the workplace diversity through multilingual capacity, the business can ensure growth and improving the business image in the market and develop market share by understanding the customer and build an image in the market (Lee, 2018).  
The business can ensure the multilingual capacity in its operations which will help the business to recognise the customer insights and market segment. While recruiting the employee, the business can ensure multilingual capacity by identifying the talent employee and apply talent management (Stockdale, 2010). By ensuring multilingual capacity, the business can improve competency in the market and have a better understanding of customer and employee. 
Multilingual capacity issue promotes cultural equality in the workplace which requires the application of training and developing activities. For managing the multilingual capacity, the business has to manage the additional cost as the investment for the company (Lee, 2018).

[bookmark: _Toc534613989]Proposals for Managing Cultural Competency Training Issue
For managing the cultural competency training, Aetna needs to focus on its functional expense and develop initiatives to implement such actions. Aetna can develop a diversify value for all employees in order to create cultural competency in the workplace (Stockdale, 2010). 
The business can develop cultural competency training for improving the self-awareness. The business can apply performance measurement models for improving the cultural competency of the employees. Aetna needs to improve the responsibility of employees from a different cultural dimension (Lee, 2018). Aetna needs to provide cultural knowledge of the employees so that they can cooperate and understand the change needs to take for cultural competency. 
Aetna can apply adaptation strategy for developing the cultural competency training in the workplace. For developing the cultural competency, Aetna can focus on its "Aetna's Way" approach which is effective for the business operations. Aetna needs to consider the expansion of the business for developing the cultural competency workshop and improving the cross-cultural workplace for all (Stockdale, 2010)
[bookmark: _Toc534613990]Benefits of Managing Cultural Competency Training Issue
Cultural competency training improves the relationship between employees and business by having a deep understanding. By ensuring cultural competency training in the organisation, the employees can improve trust among themselves which increase efficiency in the workplace. By applying the cultural competency training, the business can able to understand different customers and employees segment in the market (Lee, 2018).  
Cultural competency training enables the employees to develop social participation which is effective for developing the business image in the market. The cultural competency training improves the service of the business and improves the relationship between employees and the customer (Stockdale, 2010). Since cultural competency training improves the efficiency which results in reducing operational errors and lowered the cost of operation for Aetna. 


[bookmark: _Toc534613991]Proposals for managing HR Recruiting and Retention Issue
Aetna can manage two strategies for managing the HR recruiting retention which is managing the recruitment of skilled employees from different segments and improving the employees' retention through managing talent employees. 
 Managing a skilled employee's recruitment
By selecting a diverse range of employees segment, the business will able to recruit skilled and professional employees which are needed to manage the HR recruiting and retention issue (Stockdale, 2010). Aetna has to design a job recruitment process which will enable the business to manage employees according to the position and needs to ensure cultural development from the very beginning (Sharma, 2016). Aetna needs to focus on technical skilled based employees' recruitment which will increase efficiency and productivity.
Managing Employees Retention through Talent Management 
For implementing a retention strategy through talent management, Aetna has to identify the opportunities of improving employees' career through developing different skills. The business has to prepare planning of succession in order to ensure employee development professionally. Aetna can provide monetary incentives for developing employees' satisfaction and retention in the workplace. Aetna can increase wages based employees performance which will enable the business to improve employee commitment to the business.

[bookmark: _Toc534613992]Benefits of managing HR Recruiting and Retention Issue
By improving the HR recruiting and retention issue, the business can able to create an efficient labour force for the business which can be used as a competitive advantage in the market. 
The effective recruiting and retention enable Aetna to minimise its functional cost and operation cost. 
Application of talent management enables the business to recognise employees’ potentials and identify the employees' retention and turnover (Sharma, 2016).  


[bookmark: _Toc534613993]Developing an action plan for Aetna’s diversity issue management
	Activity No
	Activities
	Starting of Actions
2019
	Finishing of Actions
2019

	1
	Managing Cross-Cultural Competency Training Session
	Jan 1
	June 30

	2
	Developing Workshops for Multilingual Capacity
	Jan 1
	July 31

	3
	Improving HR Recruiting and Retention Process
	July 1
	Dec 31

	4
	Developing additional cost analysis 
	July 1
	July 31

	5
	Managing Diversity Related Training 
	June 1
	July 31


[bookmark: _Toc533884927]Table 1: Action plan for Aetna’s diversity issue management 
Here, Aetna has developed a one-year activity based actions plan which will cover the three diversity issues discussed in here (Stockdale, 2010). Under the actions plan, Aetna has to perform different training and workshop development for the employees’ and management (Sharma, 2016). Those actions are developed by setting out the timeline which is needed to attain for measuring the effectiveness of the actions regarding diversity issues management. 
-Managing Cross-Cultural Competency Training Session
-Developing Workshops for Multilingual Capacity
-Improving HR Recruiting and Retention Process
-Developing additional cost analysis 
-Managing Diversity Related Training
By applying these activities, Aetna will able to continue its growth in the market and able to manage its operation successfully through different strategies and methods (Stockdale, 2010). 
















[bookmark: _Toc534613994]Conclusion 
[bookmark: _GoBack]       After completing the report on managing in a complex environment, it can be recognised that Aetna is successful in managing diversity issue management and operating business operation in the market. Aetna manages talent to manage in order to attain the quality employees in the organisation and improve productivity. By applying such approaches, the business was able to ensure a sustainable workplace and diversify culture which improves the employees' satisfaction and building the image of the employer. The scorecard balance technique is used for measuring the employees’ performance in order to manage the retention process. By managing the diversity issues, Aetna was able to develop an effective workforce which has developed its efficiency in the market. The change in economic environment has affected other businesses in managing an efficient workforce where Aetna has its diversified employees in the organisation. Based on the diversity issues impact, Aetna measures its performance and the rate of profitability. Since Aetna manages actions in order to develop its current employees so that employees can be replaced at any position and any situation. In order to overcome the 2008 recession in the global market, Aetna recruitment and retention have a larger impact. While there was lose in investment and collapse in the European economy, Aetna manages to stay in the top through managing diversity issues. Aetna has to encounter these diversity issues for evaluating the business performance and improving the enterprise image in the market.
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Cañas, K. and Sondak, H. (2014). Opportunities and challenges of workplace diversity. Boston: Pearson.
Foot, M., Hook, C. and Jenkins, A. (2016). Introducing human resource management. Harlow, England: Pearson.
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