


Glossary of Terms 
AI		- 	Artificial Intelligence 
BANI 		-	Brittle, Anxious, Non-Linear, Incomprehensible
L&D	 	-	Learning and Development 
LMS		-	Learning Management System 
LNA		-	Learning Needs Analysis 
MOOC	-	Massive Online Open Courses 
PESTLE	-	Political, Economic, Social, Technological, Legal, Environmental 
PCC		-	Pembrokeshire County Council 
VUCA		-	Volatile, Uncertain, Complex, Ambiguous 


Executive Summary 
This paper will explore how effective L&D can have a positive impact on organisational results in PCC. External factors are explored, using a PESTLE analysis, to determine what PCC and L&D will be facing in the future. An LNA is undertaken to determine learning needs based on the outcome of the PESTLE analysis and the L&D and corporate strategy, to ensure learning needs are met, in particular regarding upcoming conflict that will likely arise as working practices change once again to accommodate UK guidelines and pandemic rules. 
Design methods and models are considered, with the 5Di model and Design Thinking being of interest. The benefits and drawbacks of both are explored before considering learning theories. There are many learning theories worth considering, this paper critically evaluates the most impactful, and explores which to consider during learning intervention design. 
Organisational culture is also discussed, with the understanding that PCC has a preferred culture of learning, purpose and results. This leads onto consideration around what it means to be a learning organisation. 
Learning delivery is critically evaluated, to explore which methodologies and methods should be used in the development of learning interventions to meet the identified learning need, and which will be most impactful when designing learning to manage workplace conflict. 
Technology is also discussed, exploring technological change in L&D interventions, how the learning theories and design models might be transferred to technology-focussed learning, and what the barriers might be. Further, artificial intelligence (AI) is explored, and its use in learning is evaluated, as well as in coaching and action learning sets. 
Finally, evaluation models and methods are explored before detailed recommendations propose how to address the learning need for conflict management skills. A detailed action plan is also presented, with costs considered. 
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1. Introduction 
Pembrokeshire County Council (PCC) is a local authority in southwest Wales, employing 6000 staff across corporate and vocational sectors. There is an L&D function within the organisation, with four L&D practitioners and an annual budget of circa £300,000. 
Morgan (2016) proposes five trends that are influencing the future of work, all of which will be considered in this paper. Morgan (2016) suggests the biggest trends are globalisation; mobility; millennials and changing demographics; new behaviours; and technology. The external factors affecting L&D within PCC will be explored further in a PESTLE analysis.
Learning is increasingly important for organisations, Gaskell (2019) suggests learning, or the speed of learning, is a real competitive advantage. While change continues, the pressure on learning continues to grow (Davachi et. al., 2010) and interest in organisational learning is growing (Harrison and Auluck, 2014). Maden (2011) suggests organisational learning increases innovation, productivity, and gives a greater competitive advantage. An organisation investing in the learning of their employees has also proven to ensure staff feel valued, engaged, and continue to grow the business (Goldstein and Ford, 2002). Supporting this, Bartlett and Kang (2004) suggest employee development is positively correlated with employee commitment. 
CIPD propose that an L&D strategy and the meaningful actions that stem from it are essential to organisations, for increasing capacity, as well as a competitive advantage (CIPD, 2020). Furthermore, any skills gap in an organisation is a threat to the organisations growth (Degreed, 2017). 
Using a PESTLE analysis, this paper will identify the external influences on L&D in PCC, provide an LNA to identify skills gaps, and propose how this can be addressed. Further, exploring and critically evaluating learning theories and methodologies to design impactful learning utilising recent technological trends. Evaluation will be considered before recommendations are set out, with a detailed action plan on how to close the identified skills gap. 
2. Literature Review 
2.1.  Learning Needs Analysis (LNA) 
All learning should be designed and delivered with the needs of the target audience in mind (Harrison and Auluck, 2014), aligned with the L&D strategy (Mayo, 2004), and have a focus on either the whole organisation, a specific department or team, or any individual employee (CIPD, 2020b). Research suggests employees will view an investment in their learning as an investment in them and feel cared for and valued, thus improving employee engagement and performance (Barney, 1991; Bartel, 1994; Bulut and Culha, 2010; Chaing and Jang, 2008; Macaulay and Cook, 2017). 
To understand the external influences on L&D within PCC, a PESTLE analysis was undertaken (Appendix 1). A PESTLE analysis is a useful framework for evaluating external influences (CIPD, 2020c). COVID-19 created new ways of working, living, and learning, each known to impact learning needs (Bee and Bee, 2003). There are many models for undertaking an LNA, most popular is the three-tiered approach depicted in fig. 1, whereby organisational, individuals and job role needs are analysed (Boydell, 1983).
[image: ]






Fig. 1. Adapted from Boydell (1983). 
This method is used in PCC through Performance Appraisals, with the expectation on managers to engage in frequent conversations about employees L&D needs and to produce learning plans for employees, which are evaluated by L&D to produce learning interventions for the organisation. This does however dependent on the skill of the person undertaking the analysis, and manager’s skill in holding meaningful conversations (Glaveski, 2019). Each level is one part of a whole, and considered continually with one another (CIPD, 2020b). 
The model is however open to interpretation, an issue that should be recognised as LNA’s can be a production of misguided ideas, rather than data analysis, (Johnson, 2017). McClelland (1993) proposes an 11-point model for analysis, which includes collecting and analysing data, as well as gaining senior leadership support and determining timeframes. Barbazette (2006) adapted this for practitioners. This model is used to identify the learning needs in PCC (Appendix 2), with consideration of the external factors evident in the PESTLE analysis. The LNA evidences concerns from employees and managers with the greatest concerns being around lack of communication and trust, potential conflict when returning to the workplace, and lack of knowledge of the organisations strategic goals.
2.2.  Understanding the Issue 
In March 2020, the UK Government responded to the COVID-19 pandemic by asking all who can work from home to do so (Coronavirus Act, 2020). Now COIVD-19 is subsiding and a successful vaccine programme is rolling out, advice will likely soon change to allow for a return to the workplace. While many organisations were proposing to continue remote working (PwC, 2021), and advertisement of remote working roles is increasing (Moss, 2021), the UK Government is urging organisations to return to the workplace, or risk losing employees (BBC, 2021). Hybrid approaches are being considered with large UK employer’s trialling a hybrid workforce (Churchill, 2021). 
When returning to work, health and safety will be at the forefront of employee’s minds (ACAS, 2021). Additionally, the potential for employee conflict is greater than usual, with some staff furloughed and others not, and decisions on who to furlough will be questioned (Peachy, 2020). Workloads have differed between employees within teams (Rose, 2021), and employees had individual experiences of the pandemic (Emmett et. al., 2020). Other potential areas for conflict include threat of redundancy and refusal of vaccinations (Peachy, 2020). ACAS (2021b) estimate the cost of conflict at £1,000 per employee, or £28.6bn total cost to employers, up from £14.9bn in 2018/19. Furthermore, CIPD recommend taking into account employees’ mental, physical, and emotional health before a full return to work (CIPD, 2021).
The target audience for this learning intervention is line managers at PCC, but will be open to all employees to follow best practice (Webb, 2019). Myers and Doyle (2020) also propose this approach will be beneficial to upskilling future managers and developing leadership in complex and unfamiliar settings. 


2.3.  Learning 
There are two schools of thought around defining learning. First is learning as action, whereby people receive knowledge (OED, 2013). The second is the definition of learning as a process, based on experiences, resulting in behavioural change (APA, 2013). In the case of L&D, learning should be a process, as knowledge alone will not affect performance, instead behavioural change resulting from learning can have meaningful impact on organisational results. 
2.3.1. Learning Design 
There are a number of contemporary design models to support learning design meeting learning needs. Design Thinking is one such model, outlined in fig. 2. 
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Fig. 2. Adapted from Friis Dam and Yu Siang (2020)
Design Thinking is a systematic, human-centred approach to learning design that considers learning needs in complex and rapidly changing environments (Interaction Design Foundation, 2020). While a variety of research supports design thinking in VUCA environments (Cousins, 2018; Krawchuk, 2018; Millar, Groth, and Mahon, 2018), some propose VUCA is outdated, given its creation in the 1980s for military purposes (VUCA-World, 2021), and offer an alternative, BANI, abbreviating brittle, anxious, non-linear and incomprehensible (Grabmeier, 2020). There is no evident research on the links between BANI and Design Thinking. Design Thinking could however transform HR from developing processes, to producing productive and engaging experiences (Solow and Wakefield, 2016). Furthermore, when learning is a single event, both learner and business are disadvantaged, rather, the focus should be on creating an engaging experience (Boller and Fletcher, 2020). Additionally, Cousins (2018) suggests Design Thinking can improve both the speed and efficiency of organisational learning. 
However, designing learning is a skill, therefore effective use will require upskilling L&D professionals. Tight deadlines are also a hindrance (Elmansy, 2017), each stage requires time and resource, so under tight timescales it may not be appropriate. Under the current circumstances, it is difficult to give an accurate time scale.
Another design model is the 5Di model, outlined in Fig. 3. 
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Fig. 3. Adapted from Shackleton-Jones (2019). 
Designed as an alternative to the commonly used ADDIE model, with the digital age in mind, the 5Di model includes people in the design process (Shackleton-Jones, 2015). Zhang and Kyriakidou (2014) stress the importance of learning designers being aware of all relevant information from the learner’s perspective when designing interventions, further it is proposed that context drives learning design (Griffiths and Inman, 2017). However, it does not have a specified evaluation stage, rather the iterate stage is where evaluation takes place, which may be open to interpretation. While 5Di will work well when learners know what they need, it may not work so well if not. In these situations, Shackleton-Jones (2019) proposes that the focus should move to experiential learning design. 
2.3.2. Psychology of Learning
There are a number of learning theories to consider when designing and delivering learning. Fleming’s Learning Styles proposes learning is linked to sensory modalities: visual; audio; read/write; kinaesthetic - VARK (The University of Kansas, 2019). VARK is a popular tool for learning, designed to help students (Reynolds, 1997). 
However, the validity of the theory has been criticised, suggesting the model may be a detriment (Cherry, 2019). Additionally, the tools used to measure styles may not be as effective as once thought (Pashler et. al., 2008). Therefore, while awareness of VARK is important, it should be a consideration, rather than foundational to learning design. Learning content should cover all modalities, engaging all areas of the learner’s brain (Davachi et. al., 2010). 
Alternatively, Kolb’s learning styles are aligned with social learning theory. Kolb proposed that individuals had preferred learning styles, different to VARK. These are accommodating, divergence, assimilating, and converging (Educational Technology, 2020). Kolb designed this based on experiential learning, which he considered the most impactful learning method, alongside the reflection of the experience (Kolb, 1984). However, this theory too has come under criticism for inconsistency with other learning theories (Garner, 2010). 
Constructivism is the theory that people create their own knowledge through their reality and experiences (Elliott et al. 2000). Constructivism suggests that all learning is built upon prior knowledge (Arends, 1998) and this prior knowledge will determine the learning that takes place (McLeod, 2019). Importantly, one of the goals of constructivist learning is to provide an experience and embed learning in realistic contexts (McLeod, 2019). This is in line with Shackleton-Jones theory of facilitating learning through meaningful experiences (Shackleton-Jones, 2019), and Dale’s popular ‘Cone of Experience’ (Janoska, 2017). However, the lack of structure in constructivism does not suit all learners (McLeod, 2019). 
Social Learning Theory suggests learning takes place through observation and modelling others behaviours (Bandura, 1977). Social Learning Theory can also explain complex social behaviours, such as morals, and considers cognitive, behavioural, and environmental influences (Instructional Design, 2021). It cannot account however for the development of thoughts and feelings (McLeod, 2020), and ability to learn is closely linked with feelings (Shackleton-Jones, 2019). However, individuals are more likely to adopt modelled behaviours if they result in outcomes they value (Instructional Design, 2021). Given the outcome in PCC will be a reduction in conflict within teams, the result will be valuable and this theory should be utilised. 
Adult Learning Theory, also known as andragogy is the science behind adult learning (Knowles, 1977). The four principles of Andragogy are defined in Fig. 4.  
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Fig. 4. Adapted from Knowles (1984).
Learners are involved with the planning of their learning through the LNA. This continues to evidence that experience is an important factor in learning design (Pappas, 2013). Therefore, PCCs intervention will include experiential learning. The use of different techniques causes a raise in dopamine levels, which in turn improves engagement and attention within the learning environment (Davachi et. al., 2010). Therefore, all learning theories should be considered during design. 
2.3.3. Collective Learning
Collective learning takes place above the individual level. It can be as simple as teams or networks, or encompass whole organisations or societies (Sadler-Smith, 2006). There is also a difference between group learning and team learning. While group learning refers to any group, formal or informal (Sadler-Smith, 2006), team learning creates links with performance and goals (Pearn, 1998). 
A genre of collective learning, workplace learning combines three areas: outside work; at work; and in work. Outside work includes programmes such as NVQ apprenticeships, or relevant workplace qualifications, PCC uses the apprenticeship levy. At work learning is formal learning that takes place. Finally, in work learning takes place while working and includes initiatives such as coaching and mentoring (Sambrook, 2006). 
2.4.  Organisational Culture 
Organisation culture is the view of an organisation as a miniature society, with its own symbols and values, and culture being the manifestation of these in working practices (Brown, 1998). Changing culture is a more abstract concept, as there is no right or wrong way of doing so (HBR, 2019).
Workplace learning should align with the preferred culture of an organisation (Vaughan, 2008), as well as the L&D strategy (CIPD, 2020). PCCs preferred culture is one of Learning, Purpose, and Results. The organisation should also be committed to learning for everyone (Vaughan, 2008), further supporting that L&D initiatives should be accessible for all employees, and not just managers. 
Learning organisations increase employee’s capacity to create results, think creatively, and continually learn together (Senge, 1990). However, this only takes place when commitment to learning is genuine (Garvin, 1993). Further, the theory is aimed at executives, when it should be focussed on line managers and teams. Additionally, the standards of tools available were not effective enough to provoke real change (Garvin et. al., 2008). Effective transformation into a learning organisation should place learning at the core of organisational strategy (CIPD, 2017), as with PCC and the current programme for administration.  
2.5.  Delivery of Learning 
To design the most effective learning intervention, all learning theories discussed should be utilised using a blended learning approach. This mixes strategies, media, and delivery methods to create an effective learning experience (Dam, 2012). Blended learning can encompass all learning styles, enhance dopamine to improve learning and utilise emerging technological trends (Dam, 2012), providing opportunities for everyone, rather than a one-size-fits-all approach. 
Coaching supports sustainable behavioural change (Van Niewerburgh, 2017). Additionally, when there are links between coaching and business strategy, organisational performance improves (Eldridge and Dembkowski, 2004). The L&D strategy in PCC specifically addresses this, so offering coaching should yield improved performance. A positive attitude, confidence, and trust are all additional advantages of a coaching culture (Gray et. al., 2016). Coaching also meets a number of the learning theories and can support learning to equip managers with effective conflict management skills.
Furthermore, Hawkins and Clutterbuck (2020) propose that coaching is increasingly important in management, and that management will transform into a team-coaching role. Providing coaching for managers will increase their understanding of coaching, and begin the upskilling process needed for effective team coaching. Additionally, upskilling should develop managers into coaches to increase performance, uncover hidden beliefs, tackle limiting beliefs, and produce better results (Rogers et. al., 2012). 
To further develop this skillset, and provide social learning, Action Learning Sets will be available in PCC. Developed in the 1940s by Reg Revans, Action Learning has continued to provide learning opportunities through real world problem solving (Action Learning Associates, 2021). Action Learning Sets take place on a regular basis and offer an opportunity to reflect on issues (CIPD, 2020d). They will also provide managers with the opportunity to develop coaching skills through both social learning theory and constructivism to apply to their role. 


2.6.  Technology 
Technology is providing L&D the ability to deliver training more efficiently, to the right audiences at the right times (Weber, 2019). E-Learning has been within the world of L&D for more than 20 years and developed alongside technology from CD-ROMS to the now advanced e-Learning modules available on LMS’s to employees throughout organisations (CIPD, 2021b). 
Technology can assist in transforming into a learning organisation, with MOOC’s available for most subject matters and growing in popularity (Shah, 2018), with more that 100 million learners enrolled in MOOC’s in 2018 (Weber, 2019). Providing MOOC access to employees will remove a barrier to learning and offer formal learning on an as-needed basis. 
E-Learning at PCC is used predominantly for process and procedural training, with the principles of learning remain consistent both on and offline (CIPD, 2017; Rix, 2011; Stewart, 2012; Arghode, Brieger, and McLean, 2017). However, Owens (2019) asserts eLearning has a reputation for being boring, and it can be difficult to provide appropriate support for learners, and motivation to learn can be a barrier (CIPD, 2021b). There is also a growing need for creativity in the design of e-Learning, with a lack of digital learning design capacity in L&D teams (CIPD, 2021b). 
L&D is adapting to use new technologies to enhance learning. Artificial Intelligence (AI) is becoming available in coaching, such as Butterfly Effect Coaching (Butterfly Effect, 2021), as well as utilising nudges and micro-learning (LeadX, 2021), at lower cost. However, one study found that 53% of managers opposed AI coaching because of a lack of confidence in AI having similar emotional intelligence to their human counterpart (Loutfi, 2019). Further, the fear may stem from the unknown regarding AI, and the questionable publicity it receives (Morse, 2020). Therefore, when implementing AI as a coach, it is worth offering the option between human or AI coaching, to remove this barrier. Using an AI facilitator for Action Learning could be an effective starting point. Managers would come together in groups, with an AI facilitator, thus having both human and AI supporting development.  
Unfortunately, technology is expensive, and the practicality of some technology is questionable. While they provide advancements, many will not fit in with existing infrastructures. (Degreed, 2017). Additionally, organisational culture will not necessarily improve with new technologies, and the systems may not be used as intended. (Shackleton-Jones, 2019). This is supported by Fountaine et. al. (2019), who propose that while adopting AI, technology is less of a barrier than culture. 
2.7.  Evaluation 
Evaluation allows the learning to continuously adapt appropriately and measure effectiveness (CIPD, 2020e). Evaluation should take place to ensure training has worked; improve L&D initiatives; ensure learning has taken place; and ensure L&D is effective (Easterby-Smith, 1986). It is an essential practice, which allows individuals and organisations to learn how to improve, the evaluation process is learning within itself (Kearns, 2006). There are however barriers to consider. One study found only 36% of organisations searched for impact on budgets (Anderson, 2007). It may be time consuming or complicated (O’Sullivan and McFadden, 2014). However, it is essential practice that must be utilised by PCC. 
There are many evaluation methods for L&D. Most common is the Kirkpatrick model, Fig. 5.
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Fig. 5. Adapted from Kirkpatrick (1994). 
While popular, it has been criticised for having poor links between each level (Alliger and Janak, 1989). The model is also complex and costly, and less than 31% of organisations evaluate learning at all four levels (Giangreco, Carugati, and Sebastiano, 2010). Additionally, the model was created in 1959 (MindTools, 2021), so is likely to be outdated. 
Another model, the Learning Systems Transfer Inventory, identifies three primary measures for evaluation: learning; individual performance; and organisational results, measured over 100 questions (Holton et. al., 2000). Practicably, a 100-question inventory will be time consuming, and the time to evaluate the data will be costly. 
A combination of evaluation methods would be advantageous (Pandey, 2020). Immediate data collected measures learning needs met on the day, that learning was appropriate, enjoyable, and transferrable to roles, and a further evaluation should measure changes in performance three months following (Wick et. al., 2010). Kearns (2006) offers a number of tools to measure changes in behaviour and performance, the most impactful will likely be the performance curve, comparing pre- and post-learning data to determine performance improvement.   
3. Conclusion 
In conclusion, learning is a process, rather than simply acquiring knowledge. The process of learning should influence organisational behaviours and results. An LNA has been undertaken and considered all three levels – individual, team, and organisational needs (Boydell, 1983), to identify a skills gap in PCC. A number of learning theories and the design methods to produce the most impactful L&D intervention have also been considered.  
When designing the intervention, the critical analysis of theories and methodologies in this paper suggest that that the most impactful approach would be a blended learning approach, incorporating learning, reflection, and observation, along with peer-to-peer and social learning in the form of Action Learning Sets, and coaching to provide additional support. Two models of learning design were analysed in detail, Design Thinking and the 5Di model, using either along with an understanding of learning theories will prove impactful. 
Technology has advanced rapidly in L&D, e-Learning has developed and AI and other advances are now becoming more impactful in learning (Mauri, 2019). However, learning may not be as successful if employees are less willing to work with new technology. Fear of technology still exists in the workforce, and while transitioning to a technological focussed learning environment, human interaction should continue to be offered alongside the AI alternative.
Finally, evaluation is essential to producing effective learning content (Kearns, 2006). A sound evaluation method will prove useful and is evident in the design models outlined in this paper. Some form of evaluation should be utilised after the training, Action Learning Sets and coaching, as well and three months later, to evaluate the effectiveness on job performance and organisational results. 
4. Recommendations 
It is recommended that conflict management skills for managers be addressed. Given the impending return to work, this skills gap, identified through the LNA, has immediate impact. In order to be a successful L&D intervention, a detailed action plan is set out in appendix 3. 
In summary, L&D should design and deliver half day conflict management training, utilising blended learning. The design includes a combination of learning theories, to deliver an engaging and impactful learning intervention. The blended learning approach will utilise e-Learning, face-to-face learning, and additional learning resources, for immediate use. A number of evaluation models will be used, including Kirkpatrick’s evaluation model, and the performance curve, using data collected before, during, and three months after learning.  Additionally, AI facilitated Action Learning Sets and either human or AI coaching will be offered. 
While designed for managers, the programme will be open for all employees to attend. The programme should take place either before or during the return to work, utilising virtual learning environment technology to deliver the face-to-face aspects. This will also allow participants to learn from home, and view a recording, should they wish to reflect on the session. 
The cost of design, delivery, and evaluation is covered by the L&D budget, and is detailed in the action plan in appendix 3. Most of the cost is for managers’ time, calculated at £20 per hour including expenses. The rough total cost will be £56,800. £46,800 is for the time of all 100 managers, or absorbed by the existing L&D budget. £10,000 is an estimate of the cost for AI facilitation.  
The learning intervention offers a variety of theories and methodologies. E-Learning will provide information, which will be reflected on during the face-to-face session, when learners will take part in experiential learning, role-play conflict, and observe conflict management be resolved effectively. Action Learning Sets will create an opportunity for social learning, constructivist learning, and self-reflection. Coaching will also add to this, along with an array of other benefits to the learners and the organisation.  
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7. Appendices
7.1.  Appendix 1: PESTLE Analysis 
	
	External Factor
	Effect on PCC
	Importance to Organisation 

	Political 
	COVID-19 Pandemic 



Vaccination roll-out 





Local Government Council Member elections taking place in 2022



BREXIT 




Globalisation 
	Most staff currently working from home, changes to the services provided including the cease of some service offerings. 
Once the vaccination has been rolled out effectively, there will be an expectation from the organisation that staff return to the workplace, or potentially a mix of home and office working. 
Change to the elected council and cabinet may result in a change to the programme for administration, which will mean different priorities for the organisation.
Uncertainty in what is to come for local government, as well as the private sector, and a £1million reserve to deal with potential issues.
Access to more resources, however the upskilling of employees is now needed more due to the peer scrutiny that is being made more available. Location is becoming less of an issue when recruiting new staff.  
	High 



High 





High 




High 




Medium

	Economical 
	Recession 







Austerity 



Furlough 
	Fear for jobs, and fear for economy will create disengagement in employees and a loss in productivity. Learning and developing is also usually the last thing people are concerned about when a whole organisation is at risk of collapse. 
As a Local Government, PCC is subject to austerity, meaning the budget available is shrinking year on year, with the L&D budget having been halved in the last 8 years. 
Some staff furloughed while others expected to pick up the extra workload. Meanwhile some are working but doing less. There is also fear through not understanding the rules. Employees are not taking part in learning out of fear they might get in trouble if audited. 
	High







High



High 









	Sociological 
	Remote working 







Spotlight on key workers 



Lifestyle factors 








Millennials and an aging population 
	When the pandemic started, the entire corporate section of the organisation shifted from office working to remote working under government guidelines. Some worked more and for longer hours than others depending on their circumstances. 
Some staff feel more/less valued than others, social care sector similar to NHS, but lacking similar recognition and reward
Everyone had a reduction in their social interactions with others. In their personal lives they were unable to see friends and family, and in work they were unable to walk to a nearby desk to discuss a project or topic area. All discussions became a series of emails, instant messages or video calls. 
The generation divide in the workplace has never been greater, with 5 generations all working to the same working patterns, rules and culture. There will also most likely be different ways of learning through the generations and millennials are having to work and learn alongside older generations. 
	High 







Medium 



High 








High 

	Technological 
	Developments in ICT 






Pace of learning and communication 
	More and more of the way of working is becoming automated, and new technologies allow for learning in different ways. It also means people do not need to be sat in a training room to take part in formal learning. 
Learning is now available at the click of a button through e-Learning. It is also available through recorded webinars and online classes which can be easily accessed from anywhere in the world, so missing a training session can mean simply catching up at a later date. 
	High 






High 

	Legal 
	Mandatory training 
	PCC is responsible for over 6000 staff, and all 6000 as an employee of local government must undertake mandatory training set out by Welsh Government. This requires a large amount of time and resources to be delivered effectively. 
	High 

	Environmental 
	Climate Change 
	Reduced commuting time
Reduced travel for meetings/training 
Funding for projects redirected for COVID-19 response/Brexit security
	Medium 
Medium 

High 
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7.2.  Appendix 2: Learning Needs Analysis
	LNA 
	Results 

	Gather information (formal and informal) 

	A questionnaire was built, based on the baseline data collected at the beginning of the pandemic and the organisations behaviour standard.
Informal conversations took place between line managers and L&D to discuss upcoming issues, both privately and during the leadership and management development programme training days. 
Performance appraisal data was collected and collated. 

	Analyse, interpret and conclude from data gathered 
	The workplace questionnaire found: 
· Productivity has reduced.
· Workplace relationships have broken down due to remote working. 
· Trust has reduced, both for managers and employees. 
· Communication was improved at the beginning of lockdown but has gradually faded away. 
· Working employees feel frustrated at having to pick up workload of furloughed employees.
· Few employees felt the behaviour standard with being exemplified by colleagues and managers.
· Most employees believe they were capable of performing their role 
Informal conversations found:
· Managers were concerned about team members well-being 
· Managers were concerned with productivity 
· Managers were concerned with employee motivation and fearful of conflict within teams when returning to the workplace
· Managers were concerned with team members returning to work after long periods on furlough 
Conclusion 
There is a concern about both communication and trust. While both were improved at the beginning of the pandemic, both have since reduced to be more of an issue than pre-pandemic. 
There is little acknowledgement of the organisations goals and the strategic aims of the organisation, while they are in place, employees are not aware of them or feeling as though they are being left out. 
Managers have many concerns about returning to the workplace, mostly around conflict that may arise due to the changes in workplace practices that the organisation has seen over the last year, as well as different employees having different working patterns and unequal workloads.
There is also a concern about the well-being of employees, having had to work in isolation for the last year.  


	Create a development plan
	Share the communication resources and trust resources available within PCC
Conflict management training 
Make coaching available to managers 
Introduce action learning sets




7.3. 
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6.3. Appendix 3: Action Plan
	Who? 
	Appropriate PCC managers and Senior Leadership team, but open to all employees 
	Appropriate PCC managers 
	Appropriate PCC managers

	What?
	Blended Learning Conflict Management training:
· eLearning 
· Face-to-face experiential learning intervention 
· Learning resource 
	AI Facilitated Action Learning Sets 
	AI or Human facilitated Coaching

	When?









	Before the formal return to the workplace 
	Before, during and after return to workplace. Managers to meet once per month for 2-3 hours, in groups of 8. 
	Before, during, and after return to workplace. Managers will attend coaching on a regular basis for up to 6 sessions in the first instance. 

	Where?
	Either face-to-face or via Microsoft Teams 
	Either face-to-face or via Microsoft Teams
	Either face-to-face or via Microsoft Teams

	How?
	Participants will undertake an eLearning module sharing knowledge on conflict in the workplace management techniques and tools. Then during the face-to-face session, participants will reflect on the skills, tools and techniques learned, observe staged conflict, and put skills to use in role-play situations. Participants will also be given additional resources to refer to in their roles. 
Evaluation: Use Kirkpatrick’s evaluation model, collect data both on the day and three months later to evaluate results of learning intervention. 
	Groups of up to 8 managers will come together to undertake action learning sets, for roughly 2-3 hours per month for 6 to 8 months. These problem solving groups will be facilitated by an AI facilitator, giving the opportunity for AI and human facilitation. 
Evaluation: Collect feedback from mangers to assess Action Learning Sets as they happens. Utilise the performance curve, analysing data before and after Action Learning Sets to assess behavioural change and impact on managers’ conflict management skills and capabilities. 
	Managers will be offered coaching, up to 6 sessions of roughly 1 hour each month. Managers will also have the option of either a human or AI coach. 
Evaluation: Collect feedback from mangers to assess the coaching as it happens. Utilise the performance curve, analysing data before and after coaching to assess behavioural change and impact on managers conflict management skills and capabilities.

	How Much?
	Cost of design and delivery of training. (approx. 5 days = £500) 
Cost of managers time (at approx. £20 per hour). (approx. 100 managers x 8 hours = £16,000)
Cost of time to evaluate training (L&D). (approx. 1 day = £100)
Total approx. cost = £16,600. Either in managers time, or absorbed by L&D budget. 
Total out of pocket cost = £0.00
	Cost of managers time to attend (8 x 1hr sessions x 100 managers x £20 = £16000)
Cost of design and delivery of Action Learning Set skills session (4hrs x 100 managers x £20 = £8000)
Cost of AI to facilitate (approx. £5,000 (Assumed from previous software purchased))
Cost of time to evaluate (approx. 1 day = £100). 
Total approx. cost = £29,100. Either in managers time, or absorbed by L&D budget. 
Total out of pocket cost = £5,000
	Cost of managers time to attend (If 50% of managers attend, then 50 managers x 6 x 1hr sessions x £20 = £6,000)
Cost of either human or AI coach (max £5000 (Assumed from previous software purchased))
Cost of time to evaluate (L&D) (1 day = £100). 
Total approx. cost = £11,100. Either in managers time, or absorbed by L&D budget. 
Total out of pocket cost = £5,000 
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