


Introduction

This paper I will be analysing the organisation of the DVLA and establish the approaches it uses to manage. I will be looking at the framework of well-known theories and how they have used it in the organisational context, approaches to organisation and management, work, and satisfaction and the last one perception and communication.

The Driver and Vehicles Licencing Agency (DVLA) forms part of the Department for Transport. The main function of the DVLA is to provide the general public with Driving Licences, Tachographs for HGV Drivers along with vehicle registration and licences. These are a few examples of what they are responsible for:
· “Issuing photocard driving licences
· issuing vehicle registration certificates to vehicle keepers
· taking enforcement action against vehicle tax evaders
· registering and issuing tachograph cards
· helping the police and intelligence authorities deal with crime” (gov.uk)


Organisational context

An Organisation Chart is an important element in all businesses as it shows the hierarchy of management and which person an individual reports to and who they can speak to if they have any issues.  As the DVLA is such a large organisation there are many layers to the Organisation chart.

Gov.uk (No Date) stated that The DVLA is split into nine distinct departments with higher management looking after their own specialist areas. 
Theses management are 

Julie Lennard Chief Executive
Tony Ackroyd Operations and Customer Services Director
Lynette Rose Strategy, Policy & Communications Director
Andrew Falvey Commercial Director
Brian Sullivan Chief Technology Officer
Louise White HR and Estates Director
Tracy Nash Interim Finance Director
Lesley Cowley OBE Non-executive Chair
Jeremy Boss Non-executive Director
Matt King Non-executive Director

The DVLA employ over 6,000 with the vast major of them work in the operational areas of the business and it is important for them to ensure that they understand and follow the correct Organisational Behaviours to ensure that their staff are happy and well-motivated to meet the targets set out by the Secretary of State for Transport.
The classical theory views organizations as machines and human beings as parts of the machine. Therefore, classical theorists believed that the efficiency of the organization improves with the efficiency of human beings. However, this theory takes a rigid and static view of organizations. 

Approaches to organisation and management 

As each person is an individual, they will not all have the same approach, however Western Mail (2001) mention, That Clive Bennett who was CEO at the time did provide Institute of management training and development courses. Managers do have courses which they can attend which will give them a standardised approach to work towards.
The manage role is a balancing act between achieving the targets as set out by the superiors and getting to know and understand their staff and to work out the best ways to encourage them.  What will work for one person may not work for another person.
Taylor in his research in 1909 argued that businesses would benefit by breaking jobs up into simple tasks and put forward the idea that managers and workers should work together rather than against each other. 
However, this is not always achievable as supported by McGregor’s Theory X & Y as some managers are authoritarian with the need to make sure that staff are under constant supervision as in Theory X, and some managers will empower their staff to achieve the organisations objectives in their own ways.
Staff also fall into Theory X or Theory Y categories, Theory X staff will need constant supervision, whereas Theory Y staff may take pride in their work and want to achieve the best possible results that they can from their endeavours.
When managers have a team of people who fall into both Theory X or Theory Y categories, they then need to know their staff well enough to enable the appropriate approach for each person in their team to be taken to get the best out of each member.

The approach taken by management within the DVLA will differ according to the roles of the employees with some tasks, while having some kind of importance, will be less important than other tasks.

Additionally, with over 6000 people working for the organisation and if half the staff fall into theory X and the other half into theory Y, taking just a singular approach would not be effective on 50% of the staff.
There are four types of management approaches they are; 
Classical
As Indeed (2021) stated, The classical management approach is a style of management that encourages hierarchy, specialised positions, and individual leadership for maximum workplace efficiency.  Russ, J (2019) stated, Projects are divided into smaller activities that are simple to perform. Employees' roles and responsibilities are clearly defined. This strategy enables employees to concentrate in one subject by narrowing their area of skill.

Human Relations
A human relations management theory is a motivation theory or research-based tool that aims to raise employee performances via a holistic approach that considers the individual. (Robinson, A 2021) As Robinson, A (2021) explains the Human relations theory was established by Elton Mayo who developed the Hawthorne experiment. He concluded that the worker is not a piece of machinery and that showing you that they care about their well being and were working to improve it, showed that if they valued you, you would show your appreciation by putting more effort into the job.

System 
As Montuori, A (2011) mentions, The work of biologist Ludwig von Bertalanffy, who sought to establish a new approach to the study of life or living systems, in the 1940s. Ludwig Von Bertalanffy saw system theory as a solution to deal with the rising complexity of the world's problems in general. 
As Gordon, J (2021) written The Systems Approach to management theory, is largely viewed as the core of organisational development, and sees the organization as an open system which is made up of interrelated and interdependent aspects that act as sub system, Also the system approach suggests that decisions made in one area could affect other areas. 



There are five components that made up of the organization they are:
1. Inputs,  
2. Transformational Process, 
3. Output, 
4. Feedback and 
5. The environment.

Contingency
As Flinsch-rodriguez, P (2010) written Contingency Theory, there is no single optimum approach to lead an organisation. There are just too many external and internal factors that will influence what is truly the best method to lead in a specific situation. Fred Fiedler is a theorist best known for his Contingency Trait Theory he believed that there was a clear relationship between a leader's characteristics and his or her effectiveness. he also definite certain leadership characteristics aided in a particular crisis, and thus the leadership would need to alter considering the new number of scenarios.
DVLA on classical approach – I would say that DVLA follows all with specific emphasis on the contingency approach due to the number of many people working for them and they all have their own needs and wants and problems which are unique to everyone.
Benefit management is a framework that helps the organisation to generate positive changes. The DVLA used this framework to help the organisation to grow with the new generation. 
Benefit management
As Malsam, W (2021) written in project manager. The method of investing time and efforts to generate positive change in a project is known as benefits management. This is accomplished by identifying, planning, measuring, and tracking benefits from the start of the project until the project completion, when all benefits have been accomplished. Benefits management entails providing benefits that are explicit, measurable, agreed upon, realistic, and time bound. These advantages can be used to organisational change, processes, project advantages, or strategy development. All these criteria address the need for project outcomes and company strategies to be aligned.
As Lay, A (2016) mentions, The DVLA's approach to customer service has drastically transformed. A new generation of customers prefer everything to be available online. The DVLA needed to adjust to meet consumer expectations while still providing a cost-effective service, and benefits management was at the lead of this important modification.



Work motivation and satisfaction

Motivation and satisfaction are behind workplace behaviours.  In a workplace one of the key factors of motivation is the praising of people and recognising a job well done.  Rewards, both money, benefits, and promotions give a person a sense of self-worth and of being valued, along with the need to be associated with success. All workers need a chance to grow and improve in their jobs.
In order to motivate staff, the DVLA use reward and incentives to motivate staff, As gov.uk (no date) has stated that these include:
· Flexible working arrangements
· An On-site childcare facility and childcare vouchers
· Health & Wellbeing 
· Competitive rate of salary with special bonuses
· Rewards after 25, 35 and 45 years of working for the agency
· Subsidised transport to and for work
· A maximum of 30 days annual leave
· Shared parental leave of up to 26 weeks 
· Paid special leave
The range of incentives offered by the organisation are not just monetary related they can also be recognition such as putting people who have gone above and beyond forward for awards such as the Queens Honour Lists, recognised national awards such Customer Excellence awards and by offering opportunities for staff to gain additional qualifications, such as Management Degree’s etc. As DVLA rewards stated They also reward their staff with performance bonuses and high street vouchers. 
As Kendra (2021) from verywellmind stated, Abraham Maslow in 1943, introduced his theory of the hierarchy needs. 
The hierarchy of needs is different levels of motivation. It is displayed as a pyramid so the lowers one will be basic requirements. 
Physiological- food drink air, warmth, sleep, and shelter
Safety – the need for protection and security
With both Physiological and Safety levels these both referred to as basic requirements. 
Social - the need to belong, to love and be loved, to interact with others
esteem- self-esteem self-worth, self-regard and the esteem, value, and regard of others
Self- actualisation- fulfilment and achievement. 

As Saint-Leger, R (2017) from bizfluent said, A large corporation requires a solid organisational structure, which is critical to the success of a business. Managers at all levels and staff are unable to fulfil their duties effectively in the absence of a well-defined structure. Furthermore, having a hierarchy establishes protocol that instructs everyone from the top (Chief Executive Officer (CEO)) down to the employees who perform tasks within the company on how to tackle issues that affect the company.
“I’ve worked for the DVLA for over 14 years. I started as a telephone adviser and now I manage over 200 people. I’m fortunate to work for an agency that’s passionate about development and equal opportunities” (Payne, P Civil service careers) As Payne, P (no date) has stated over his 14 years’ experience the DVLA has help him with his passion to move up in his career, which will give Paul a sense of self-worth and self-achievements. 

Perception and communication
Perception is how we don’t see things as they are, but we tend to see things as we want to see them. Individuals differ in their thinking methods, beliefs, feelings, and objectives, among other things, and practically every individual behaves appropriately. Because of these characteristics, different people interpret the same things differently. It all comes down to how you take things, what your point of view is, and how you look at things.

Communication in any organisation is very important, communication is the sharing information with an Individual or several different individuals. When the act of sharing information is between two people, the one giving the information and the one receiving the information it can be easy for the sender to check that the information has been received and understood correctly by the recipient. 
There are several ways to communicate to the other individual. They are Verbal communication, nonverbal communication, written communication, visual communication and listening.  As No Name (no date) explained The Shannon-Weaver model introduces 5 key stages to the communication process: 
· The sender – is the individual- group who sending the message
· The encoder - is the message translated into signals. It could be written, spoken, signing or body language.
· The channel – refers to how the message is delivered, sound over the airwaves in a spoken discussion by email or text. 
· The decoder- how the message is interpreted and translated by the receiver.
· The receiver- interpreted by the brain.



However, when the message is being shared from one person to a room full of individuals it may not always be possible to ensure that everyone has got and understood the message correctly. 
With this in mind, and considering, the sheer volume of people working at the DVLA a variety of different tools to are used to communicate with staff, stated the main one being the DVLA Intranet which has information and messages posted from the Chief Executive and the Board of Directors and Senior Managers. There are also sections on the Intranet which hold vital information such as Operating Instructions and a Staff Handbook to a section on getting to know individuals within the organisation.
For cascading of important messages meetings take place once a week when this is shared with individuals and allows for the individuals concerned to ask questions if they do not understand.
There are numerous barriers to effective communications such as:
· Dislike of a job
· Trustworthiness of the person/organisation delivering the message
· The inability of a person to listen to others
· Cultural and language differences
To mention a few.

Therefore, when deciding how to communicate an important message to either a singular person or a large group of people, certain things must be taken into consideration, such as the importance of information/message that they wish to communicate, along with the audience who will be receiving it and their perception of the person giving the message.  
Similarly, if the message is being communication to a large volume of people it may not be possible for them all to be in the same room at the same time, so what form the communication needs to be considered, does it need to be written or spoken.

As BBC News(11,mar) stated, DVLA over the years have seen several strikes over Pay and Pensions and more recently over COVID 19 where people have felt that their safety has now been taken seriously enough after an outbreak of COVID. People were afraid to go to work and felt that the measures put in place were not good enough.  The Union became involved and balloted staff on strike action which was taken over several weeks. As Brignall, M (2021) mentions, Due to these strikes and covid 19,  the DVLA are behind in all applications that have been send. There is a estimate of 800,000 letters waiting to be opened. This is when all department need to come together and work hard to get the back log under control. 


Conclusion
For a large organisation like the DVLA to work efficiently and effectively, the management role is of vital importance in motivating staff to reach their potential and to communicating the requirements of the organisation to both staff and Senior Management. I have found that the approaches have help the DVLA in how they organised and build a good structure within the company and on how they treat their staff and customers. There is room for improved since the pandemic and the world keeps changed, they do need to change with the times. 
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