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AC1.1

The CIPD Profession Map outlines the competencies, behaviours, and values that define the people profession. In a contact centre context—where high employee turnover, constant change, and intense performance pressures are common—a people professional must not only deliver strategic HR practices but also uphold high ethical standards, promote inclusion, and adhere to international HR standards (CIPD, 2020; HR and standards, 2022).
According to the CIPD Profession Map, key capabilities include strategic insight, service delivery, and professional behaviours. For contact centres, this means leveraging people analytics and evidence-based practices to monitor employee engagement, productivity, and wellbeing. For example, HR professionals in these settings design recruitment, development, and retention initiatives that not only improve performance but also address issues such as stress and burnout—a significant challenge in high-volume environments (Boxall, Purcell & Wright, 2007).
Beyond operational effectiveness, ethical practice is fundamental. The CIPD’s Ethical practice and the role of people professionals (2023) stresses that people professionals must act as ethical ambassadors, embedding principled decision-making into every facet of HR practice. In contact centres, this is critical when addressing issues like fairness in scheduling, equal opportunity in career progression, and transparent communication regarding performance and development. Moreover, the Ethics at work: an employer’s guide (2024) emphasises that a strong ethical framework helps safeguard the organisation from misconduct and builds trust among employees.
Additionally, the Equality, diversity and inclusion (EDI) in the workplace (2022) article highlights that promoting inclusive environments is key to harnessing the full potential of a diverse workforce. In contact centres, where staff come from various backgrounds and face different challenges, a robust EDI strategy—covering recruitment, retention, and continuous development—ensures that every individual feels valued and has a voice in shaping their work experience.
In summary, being a people professional in a contact centre involves being a strategic partner who uses data-driven insights to enhance performance while upholding ethical standards and promoting diversity and inclusion. By adhering to the principles outlined in the CIPD Profession Map and related research, such professionals can create a supportive, resilient, and ethically robust work environment that drives both organisational success and individual employee fulfilment.

AC 1.2
As a people manager in a contact centre, my personal value of integrity and my ethical value of respect for others guide my leadership approach and decision-making. These values ensure a fair, transparent, and supportive environment for my team while also upholding the organisation’s reputation.
Personal Value: Integrity means being honest, consistent, and accountable in all interactions. In a contact centre, where performance metrics and targets are crucial, integrity ensures that I set realistic expectations and provide honest feedback to my team. For example, during performance reviews, I give constructive feedback based on accurate data rather than favouritism or pressure to meet targets. If an issue arises—such as a discrepancy in reported customer service scores—I investigate thoroughly and address it transparently, ensuring fairness in evaluations.
Integrity also means leading by example. If I expect my team to adhere to policies, I must do the same. For instance, if company policy requires adherence to ethical sales practices, I reinforce this by discouraging misleading sales tactics, even if short-term targets are at stake. This builds trust and credibility within my team, fostering a culture of honesty and ethical behaviour (Trevino & Nelson, 2016).
Ethical Value: Respect for Others is essential in a fast-paced contact centre, where employees face high-pressure situations daily. As a manager, I demonstrate respect by actively listening to my team’s concerns, valuing diverse perspectives, and ensuring fair treatment. For example, when scheduling shifts, I consider employees’ personal circumstances, such as childcare responsibilities or well-being, rather than applying a rigid one-size-fits-all approach.
Respect also extends to handling workplace conflicts. If two employees disagree over workload distribution, I mediate fairly, allowing each person to express their viewpoint before making a balanced decision. Additionally, fostering an inclusive environment—where all employees feel valued regardless of background—ensures high engagement and retention (Schein, 2017). Research by Gill (2022) highlights that workplaces promoting ethical leadership and respect tend to experience higher employee morale and reduced turnover.
By upholding integrity, I ensure transparency and trust in management decisions, and by demonstrating respect, I create a supportive and inclusive team culture. These values enhance employee satisfaction, ethical conduct, and long-term success in a contact centre environment.

AC 1.3
People professionals play a vital role in shaping organisational culture and driving strategic initiatives through informed, clear, and confident communication. Their ability to influence decision-making is essential for aligning HR practices with broader business objectives and fostering an environment that supports both ethical practices and employee wellbeing.
Strategic Alignment and Change Management:
In today’s rapidly evolving business landscape, people professionals are often at the forefront of change initiatives. By presenting evidence-based insights and clear recommendations, they help ensure that change strategies are understood and embraced by all stakeholders (CIPD, 2020). This clarity not only reduces resistance but also supports a culture of continuous improvement and adaptability (Harvard Business Review, 2018).
Building Trust and Credibility:
Effective communication by people professionals builds trust with both senior leaders and employees. When HR practitioners articulate their ideas confidently and transparently, they establish themselves as credible advisors. This trust is crucial for driving engagement and facilitating smooth transitions during organisational change (HR Magazine, 2019).
Ethical Decision-Making and Inclusive Practices:
People professionals are uniquely positioned to embed ethical principles into everyday practice. By contributing in a clear and informed manner, they advocate for fair treatment, diversity, and inclusion. Upholding ethical standards not only safeguards employee rights but also enhances organisational reputation and resilience (CIPD, 2022).
Empowering Leadership and Employee Development:
Clear communication enables people professionals to empower leaders and employees through effective training, performance management, and development initiatives. By offering precise guidance on best practices and strategic priorities, they help cultivate a motivated and skilled workforce, thereby driving improved performance and productivity (Noe et al., 2014).
Consequences of Inadequate Influence:
Conversely, if people professionals are unwilling or unable to influence others, organisations may face significant challenges. Resistance to change can become entrenched, resulting in poorly implemented strategies and misaligned objectives. Furthermore, a lack of clear, confident communication can erode trust and credibility, leading to disengagement and reduced productivity. Inadequate advocacy may also result in ethical lapses and compliance risks, ultimately damaging the organisation’s reputation and long-term sustainability (People Manager Magazine, 2022).
In summary, effective, informed, and confident communication by people professionals is critical for strategic alignment, trust-building, ethical decision-making, and workforce empowerment. The absence of such influence can lead to resistance, disengagement, and significant operational risks (CIPD, 2022).

AC 1.4
Addressing unethical and illegal behaviour requires careful consideration of timing and approach. Margaret Heffernan (Dare to Disagree) and Simon Sinek (A Bit of Optimism) emphasise the importance of speaking up to foster integrity and accountability.

Unethical behaviour may not break the law but violates moral standards. For example, a company exaggerating product performance to mislead customers is unethical. It is crucial to raise concerns early before unethical actions escalate or cause harm (Heffernan, 2012).

How to act:
1. Gather Evidence – Document the issue with clear examples.
2. Address the Right People – Speak with a supervisor, ethics officer, or HR.
3. Frame Concerns Productively – Present the issue as a potential risk rather than a direct accusation.

For example, an employee concerned about misleading marketing might say, “Can we reassess our claims to ensure transparency?” This approach encourages discussion rather than confrontation.

Reacting to an Illegal Matter
Illegal actions, such as financial fraud, require immediate action due to legal consequences.
For example, if a company engages in tax evasion by falsifying records, employees have a duty to report it.  Immediate action is needed, as legal violations can lead to severe consequences which (in some cases) could have further implications to individuals (Treviño & Nelson, 2016).
How to act:
1. Collect Concrete Evidence – Ensure reliable proof exists.
2. Follow Company Protocols – Report through internal whistleblower channels.
3. Escalate if Necessary – If ignored, report to legal authorities. Many countries offer whistleblower protections (Brown, 2008).
Conclusion
Unethical concerns require constructive dialogue, while illegal matters demand formal reporting. A culture of open discussion, as advocated by Heffernan and Sinek, strengthens ethical decision-making (Sinek, 2020). Organisations that encourage speaking up prevent misconduct and foster long-term success.


AC 2.1
Ensuring that employees feel included, valued, and fairly treated is fundamental to both individual well-being and organisational success. Several theories support this, highlighting both human and business benefits.

Theoretical Perspectives
Maslow’s Hierarchy of Needs (1943) suggests that psychological safety, belonging, and esteem are essential before individuals reach self-actualisation. In the workplace, this means employees perform best when they feel respected and valued (CIPD, 2023). When organisations foster inclusion and fairness, employees experience greater job satisfaction and engagement.
Equity Theory (Adams, 1965) explains that employees assess fairness by comparing their inputs (effort, skills) to their outputs (pay, recognition) relative to peers. If they perceive inequality, motivation and productivity decline (Armstrong & Taylor, 2020). In contrast, when organisations ensure fair treatment, employees are more committed, reducing absenteeism and turnover.
Social Exchange Theory (Blau, 1964) argues that employees reciprocate positive treatment with increased loyalty and discretionary effort. When organisations invest in fairness and inclusion—such as transparent career progression or recognition programs—employees respond with enhanced performance and innovation (Guest, 2017).

Business and Human Benefits
From a business perspective, fostering inclusion and fairness improves retention, productivity, and innovation. Research by the CIPD (2023) links inclusive workplaces to higher engagement, reduced turnover, and stronger employer branding. Furthermore, diverse and inclusive teams outperform homogeneous teams in problem-solving and decision-making (McKinsey, 2023).
From a human perspective, fair treatment enhances employee well-being, reducing stress and burnout. Studies show that employees in inclusive workplaces report higher job satisfaction and mental well-being (Bailey et al., 2018). This supports long-term employability and career development, benefiting both individuals and the economy.

Conclusion
Theories such as Maslow’s Hierarchy of Needs, Equity Theory, and Social Exchange Theory provide a strong foundation for understanding why people must feel included, valued, and fairly treated at work. These principles not only enhance individual well-being but also drive business performance, innovation, and long-term sustainability. However, it is essential to distinguish between motivation and consistency. While motivated employees can achieve exceptional results, without consistency, their efforts may become unstable or unpredictable. To maximise both individual and organisational success, these principles must be deeply embedded within workplace values and culture. By fostering a consistent and inclusive environment, organisations ensure that all employees are aligned toward shared goals, creating a thriving and high-performing workforce.

AC 2.2

In contact centres ensuring people practices implement inclusive initiatives is crucial to reduce turnover and enhance service quality. Inclusive initiatives should address barriers faced by diverse employees, ensuring equal access to opportunities and support (Armstrong & Taylor, 2020).

Consulting Employees – Before launching an initiative, engaging employees through surveys or focus groups ensures it meets diverse needs (Guest, 2017). For example, when redesigning shift patterns in my organisation we consulted with working parents, neurodivergent employees, and those with health conditions to ensure fairness.
Flexible Policies – My organisation operates a mix of flexible and rigid schedules, with initiatives like hybrid working options and well-being breaks help inclusion. They recently, introduced a prayer space and quiet zones supports to employees from different religious and neurodivergent backgrounds (CIPD, 2023).
Accessible Learning & Development – Training should cater to different learning styles. Providing captioned videos, written guides, and interactive sessions ensures inclusivity for employees with disabilities or language barriers (Bailey et al., 2018).

Checking Inclusivity Post-Implementation
Once an initiative is launched, measuring its inclusivity is essential to ensure it benefits all employees fairly.
Collecting Feedback – Regular surveys or one-on-one meetings allow employees to voice concerns or suggest improvements (McKinsey, 2023). For example, after introducing flexible shifts, monitoring uptake across different employee groups can identify unintended exclusion.
Tracking Key Metrics – HR should analyse data on retention, engagement, and promotion rates among diverse employees (CIPD, 2023). If underrepresented groups are not benefiting from an initiative, adjustments can be made.
Inclusive Review Panels – Having diverse employee representatives assess initiatives ensures they remain fair and accessible (Schein, 2017). My organisation has employee forums where we encourage input from everyone and allow open discussion to ensure employees feel comfortable in raising topics that may be difficult or seen as controversial.
Conclusion
To design inclusive people practice initiatives in a contact centre, organisations must consult employees, create flexible policies, and ensure accessibility. Post-implementation, gathering feedback and tracking diversity data ensures continued fairness. A proactive approach strengthens inclusion, engagement, and long-term business success.

AC 2.3
As part of my ongoing development, I recently reflected on my ability to work inclusively and maintain positive working relationships. This reflection was informed by direct feedback from my team, which highlighted several strengths in my approach.
According to the feedback received, I am perceived as supportive, encouraging, and inclusive. I take care to ensure that work is distributed fairly and tailored to individuals’ capabilities, while also creating development opportunities that help address any skills gaps. This not only supports performance but also promotes a culture where everyone feels valued and included. My team also indicated that they trust my leadership and decision-making, recognising that I act in their best interests while maintaining alignment with organisational goals and expectations.
From my perspective, I place a strong emphasis on open communication, respect, and transparency. These values help to create an environment where individuals feel comfortable contributing and where differences in background, experience, or working style are respected. I make a conscious effort to involve team members in discussions and decision-making, fostering collaboration and ownership.
A notable example that tested my ability to manage inclusively involved a challenging situation early in my time at Maximus. I was asked by a seconded senior manager to temporarily supervise a peer—a task that carried a high risk of disrupting professional relationships. Acknowledging the sensitivity of the situation, I approached the individual directly and explained the context with full transparency. I invited them to work with me to find a practical way to complete the task while maintaining mutual respect. While this was not an ideal setup, our collaborative approach allowed us to navigate the assignment without conflict. Fortunately, the arrangement ended once my line manager returned from maternity leave.
In hindsight, while I handled the situation with honesty and empathy, I now recognise that I could have addressed the issue more assertively. I would be more confident today in raising concerns about the appropriateness of such a request and the potential risks to team dynamics and morale. This reflection has strengthened my awareness of the importance of psychological safety and fairness in fostering inclusive working relationships.
Overall, both feedback and personal experience suggest that I have developed strong inclusive leadership behaviours. I build positive relationships by promoting trust, collaboration, and transparency. At the same time, I recognise there are areas where I can continue to grow—particularly in challenging decisions that may compromise team cohesion or fairness.

AC 3.2

As part of my development, I have assessed myself against two core behavioural areas from the CIPD Profession Map at Associate level: Professional Courage and Influence and Commercial Drive. This reflection draws on both self-assessment and feedback received from colleagues and my line manager.

Professional Courage and Influence
This behaviour focuses on the ability to challenge constructively, make ethical decisions, and influence others effectively.
Since starting the CIPD course, I have become more confident in navigating challenging conversations—particularly those I may have previously avoided. Being new to a team where colleagues have worked together for many years, I initially had to be selective in how and when I raised concerns. Over time, I’ve built credibility, and my line manager has acknowledged this by assigning me more complex HR cases. She has expressed confidence in my ability to remain impartial and to consider all perspectives before making decisions.
A recent example involved a colleague pushing for the dismissal of an employee with ongoing performance and behavioural issues. While the concerns were valid, my assessment found there was insufficient evidence of structured support or clear direction. The individual had been placed on repeated performance action plans (PAPs), although the concerns were more behavioural in nature and should have been managed via a conduct process.
I respectfully challenged the proposed course of action and discussed my rationale with my line manager. She supported my decision to move the employee to a different team to allow a fresh start—mitigating risk and avoiding potential claims of victimisation. This situation reflected my growth in professional courage, as I advocated for a fair and compliant approach, despite pressure from a peer.

Assessment Outcome:
Strengths: Ethical reasoning, impartiality, and willingness to challenge where necessary.
Development Area: Continue building influence by improving confidence in group settings and learning how to present challenges in more senior stakeholder discussions.

Commercial Drive
This behaviour relates to understanding the business context, adding value through people practices, and demonstrating responsiveness to commercial challenges.
This is an area where I have identified a clear development need. During my first six months in the role, performance metrics under my area fell short, which led to scrutiny and negative feedback from newly appointed senior leaders. This affected my confidence, particularly in external-facing interactions.
In response, I proactively approached the Customer Relationship Manager (CRM) for my contracts and asked for regular feedback following customer meetings. His insights have been candid, but by framing this feedback as a development opportunity, I’ve started to identify practical areas for improvement. This includes refining my communication style, demonstrating a clearer understanding of client priorities, and aligning updates more directly with commercial goals.
By taking ownership of the relationship and seeking tangible guidance, I am working to rebuild credibility and improve my effectiveness in commercial discussions. This also reflects a growing awareness of how my role contributes to the wider success of the business.

Assessment Outcome:
Strengths: Openness to feedback, resilience, and commitment to improvement.
Development Area: Enhancing commercial acumen and building stronger client-facing communication skills.

Summary
Based on both self-reflection and feedback from peers and managers, I can identify Professional Courage and Influence as a developing strength, while Commercial Drive remains a key focus for growth. Through continued feedback, targeted learning, and reflective practice, I am confident in my ability to strengthen both behaviours and increase my effectiveness as a people professional.


People Practitioner Development Plan
	NAME:
	Melanie Warne
	MEMBERSHIP NUMBER:
	9000292

	COVERING THE PERIOD FROM:
	September 2024
	TO:
	September 2025








	What do I want/need to learn?
	What will I do to achieve this?
	What resources or support will I need?
	What will my success criteria be?
	Target dates for review and completion

	Deepen knowledge of HR practices and UK employment law
	Enroll in CIPD Level 5 
	Budget approval; study time; CIPD website
	Completion of qualification or modules
	Start: Sept 2024

Complete: Sept 2025

	Gain experience in employee relations (ER) casework
	Shadow HR on performance, conduct, or grievance cases
	Support from HRBP; access to relevant meetings
	Able to describe case processes and outcomes
	Start: Sept 2024

Complete: Sept 2025

	Improve understanding of recruitment processes
	Support a full recruitment cycle (job spec to onboarding)
	Involvement in live recruitment with HR
	Completion of 1 full cycle; feedback from hiring team
	Start: Sept 2024
Complete: Sept 2025

	Build experience in people metrics and analytics
	Track and analyse team attrition, absence, engagement data
	Guidance from HR/L&D on systems; Excel or HRIS access
	Present insights in a review or meeting
	Start: Sept 2024
Complete: Sept 2025

	Lead a people initiative or engagement project
	Take ownership of a wellbeing, culture, or onboarding project
	Time allocation; stakeholder support
	Successful project delivery; engagement impact
	Start: Sept 2024
Complete: Sept 2025

	Develop internal profile as future HR/People leader
	Attend HR meetings; express career intent to manager/HR
	Support from line manager & HR
	Recognition in talent reviews or offered stretch opportunity
	Start: Sept 2024
Complete: Sept 2025



AC 3.1
The People Practitioner role is evolving from transactional HR tasks to becoming more strategic in driving organisational performance, culture, and ethical behaviour. This shift reflects wider societal and business trends — including the growing focus on DE&I, wellbeing, transparency, and data-led decision-making. The role must champion ethical and inclusive practices, and balance commercial awareness with empathy and professional integrity. For me, this evolution means I must move beyond managing people to shaping the way people are managed.
My development plan reflects this shift by studying CIPD frameworks, shadowing HR professionals, and taking ownership of key people initiatives, I’m developing the core behaviours and knowledge expected in the profession today. I’m also prioritising people data analysis, ethical decision-making, and DE&I-focused leadership.
Ongoing professional development will be vital. I’ll continue to engage with CIPD research, expand my network, and seek feedback and mentorship. Ultimately, this evolution presents a real opportunity to contribute more meaningfully to organisational culture, employee experience, and long-term sustainability — all while growing in credibility and capability as a future People Professional.

AC 3.3
Following self-assessment and recent feedback from my line manager and direct reports, I have identified several formal and informal development activities that I am integrating into my CPD plan. These activities are intended to enhance my technical knowledge, leadership capability, and strategic thinking—aligned with the evolving expectations of the people profession.
1. Formal Development Activities:
· CIPD Level 5 Qualification (Ongoing):
This formal qualification is providing me with structured learning on key HR principles and practices. It challenges my existing knowledge and encourages deeper analysis, helping me apply more evidence-based thinking and improve the quality of my reporting and communication. I have already received positive feedback regarding the thought and professionalism reflected in my work.
· Workplace Projects and ER Case Handling:
I have begun taking the lead on complex ER cases, which has exposed me to more technical HR issues and legal considerations. This hands-on experience is a practical application of my formal learning and is deepening my understanding of fair process and ethical practice in challenging situations.
2. Informal Development Activities:
· Exploration of AI Tools for Operational Efficiency:
In response to feedback about occasional reporting errors during my absence, I have been proactively researching and testing AI tools that reduce repetitive tasks and improve data accuracy. This self-directed learning is helping me identify smarter ways of working, freeing up capacity for higher-value work and supporting team development.
· Developing DE&I Expertise Through Practical Involvement:
I am contributing to culture and inclusion efforts by supporting recruitment and engagement activities. To deepen this, I am actively seeking an opportunity to lead a DE&I-focused project. This initiative will allow me to apply inclusive practice principles in a strategic and measurable way.
· Peer and Team Coaching:
Through recent experience with a change in our appraisal process, I identified knowledge gaps among Team Leaders. I addressed this by creating a “What Good Looks Like” guide and delivering targeted workshops. This coaching activity helped strengthen my leadership and communication skills, while building team capability in preparation for performance-related pay reviews.
Why These Activities?
Each development action has been selected based on:
· Direct feedback from colleagues and my own self-reflection
· The core behaviours outlined in the CIPD Profession Map
· The need to stay relevant in a rapidly evolving people profession—particularly in areas like data literacy, technology, ethical practice, and inclusion


AC 3.4
1. Enrolling in the CIPD Level 5 Qualification
One of the most impactful development steps I’ve taken is enrolling in the CIPD Level 5 course. This has significantly challenged and expanded my understanding of the people profession. While I often approach tasks with a strong sense of confidence based on experience, the course has required me to engage in deeper research and analysis—frequently questioning assumptions I previously took for granted. As a result, my thinking has become more critical and evidence-based.
This shift has improved the quality of my reports and written communications, particularly in the way I present arguments and use professional language. I have received positive feedback from stakeholders on the improved clarity, structure, and consideration shown in my work.
2. Gathering Feedback from My Line Manager and Team
As part of my development journey, I actively sought feedback from both my line manager and direct reports. It was encouraging to find alignment between my own self-awareness and the feedback received. One consistent area highlighted for improvement was developing a more in-depth understanding of the individual contracts my team works on. I recognised that, due to time constraints, I often operated on a ‘need-to-know’ basis.
In response, I have committed to dedicating more time to observing day-to-day operations across contracts, allowing me to better understand the nuances and challenges specific to each. This has already enhanced my ability to support my team more effectively and tailor my guidance accordingly.
3. Leading Complex Employee Relations (ER) Cases
Through the knowledge and confidence gained during my CIPD studies, I have increasingly taken on more complex employee relations cases—some of which have involved potential dismissals. While these situations are inherently challenging, they have provided invaluable learning experiences. In several cases, I identified gaps in support or process from colleagues which made it difficult to take formal action.
Rather than view this as a setback, I’ve used these insights to inform constructive discussions with my manager, helping to highlight areas where further training or process improvement is needed across the business. This has strengthened my ability to lead with both confidence and integrity, while contributing to organisational learning.
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