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[bookmark: _Toc503477723]Introduction: Author, Organisational Context, Executive Summary (503 words)
Erica has a background in Local Authority commissioning.  This involving working collaboratively with a range of contracted Service Providers to take a strategic approach towards the delivery effective and efficient services that meet the need of the people who use them, as well as the requirements of stakeholders, whilst making the best use of the public-sector investment being made in them.  Erica has also spent a period of time working in the third sector, as a Head of Service in a Homelessness Charity, providing strategic and operational management for a range of services.  
Erica is putting to good use the range of skills that she has developed in the public sector to create a strategic approach to Human Resource Management in a private sector organisation.  Marchington et al (2016, p. 162), reference the varied careers and skills development opportunities that HR Professional need to develop the skills they need to become strategic HR practitioners.  Erica’s career is indicative of this. 
Erica is currently working as a HR Manager for M&D Care Ltd, a privately-owned limited company (Wilkinson & Taylor, 2016).  The company is managed by a board of Directors, 3 out of 4 of which are the only shareholders of the organisation.  As a private sector organisation, there is a focus on making money.  
M&D Care Ltd provides care and support to vulnerable adults, who have a range of complex mental health and learning disability issues (M&D Care Ltd, 2017).  The aim of the service is to enable vulnerable people to live their lives as independently as possible in the community, to their greatest potential.  This social aspect of M&D Care Ltd have led it to deliver services with similar values as third sector organisations that operate in the same service area.
M&D Care Ltd was set up in 2008 when the Directors set up a new Care Home for 5 Service Users in Carmarthenshire.  At the time of writing, the organisation has 6 Care Homes and supports numerous more individuals in the community, employing close to 200 staff.  It is therefore currently classed as a SME, although there are new services currently under development which will require requirement of additional staff likely to take is over the threshold of being an SME by the spring of 2018.
Like many SME’s, up until the summer of 2017, the organisation did not have a HR department.  Instead it took an informal approach towards managing the activities associated with HR, with most functions being carried out by an office manager or by operations manager (Wilkinson & Taylor, 2016).  In addition, it outsourced specialist advisors to inform decisions relating to employment law, particularly around disciplinary action and dismissals.
Erica has been employed by M&D Care Ltd. to assist in eth development of its HR Department and is currently tasked with developing a HR Strategy that will inform the priorities for that department.  The following sections of the discussion paper provide a summary of the issues considered ruing the formulation of this strategy.
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[bookmark: _Toc503477724]KEY FORCES SHAPING THE HR AGENDA (1,170 words)
This section will analyse some of the key forces that shape the HR Agenda.  These include:
· HR’s historic context
· Strategic Focus
· Approach towards People Management
· Structure of HR Function 
[bookmark: _Toc503477725]Historic Context 
HR had its origins in the early industrial age of the 19th Century, a time when larger workforces were coming into existence.  The large number of employees working the factories meant that businesses had to employ people to make sure that everyone got paid what they had earned.  HR also started to act as a social conscience and promote employee welfare, ensuring fair treatment of employees in recognition of the hardship that resulted from unemployment. (Taylor & Woodhams, 2016)   (Wilkinson & Taylor, 2016) (find other references)
[bookmark: _Toc503477726]Strategic Focus
More modern approaches to HR Management were developed in the later part of the 21st Century.  These placed a greater emphasis on the strategic function of HR, which means that HR has moved beyond its transactional functions, such as recruitment, towards a wider analysis of its role in achieving organisational objectives. (Taylor & Woodhams, 2016)  (Wilkinson & Taylor, 2016, p. 22) (Swift, 2016). 
We are operating in an environment where change is constant, a great deal of which is driven by the economic crisis (necessity is the mother of invention), as well technological advances.  In order to remain sustainable, it is therefore necessary for organisations to try to predict and prepare for what the future will hold.  A strategy is like a road map.  It sets out where the organisation wants to get to and what it needs to do to get there, including the resources needed.  There is no one size fits all strategy (Kew & Stredwick, 2010).  When deciding which strategy to adopt, organisations need to take into account a range of factors that affect them, which will be different according to their size, aspirations, sector, service area and whether or not the focus for them is to keep costs down or quality high, or either of these in a niche market.  This is why the CIPD advocate for a ‘best fit’ approach towards the development of strategy, as appose to a ‘best practice’ approach, the latter of which involves the adoption of a suite of tried and tested practices that may or may not be appropriate for the organisation in which they are being adopted (find reference).  In order to remain a valued part of the business, the HR function needs to develop its own strategy, aligned with the business strategy, setting out what it will do to contribute towards achieving this.  
Armstrong (Armstrong, 2006, p. 64)provides a useful list of headings that can be used to structure the way that the strategy is written.  These are included as Appendix ? below. 
Later sections of this paper include discussion on:
· The tools that can be used to assist with analysis of factors affecting the organisation
· HR’s role in the various stages of strategy formulation and implementation
Appendix ? provides a summary of M&D Care Ltd.’s Business Strategy
[bookmark: _Toc503477727]Approaches Towards People Management
Two key models, developed in the 1980’s, in America, have influenced the way that HR Functions have approached their management of employees.  The Michigan Model argues that people should be treated as commodities, in the same way that machinery is a commodity.  If people do not perform then they should be replaced.  This has become known as the hard approach towards people management.  The Harvard model, on the other hand, advocates that people should be treated as assets.  In this model, the focus in on engagement and supporting people to be the best that they can be.  This model fits in with the view the HR’s role is to unlock discretionary effort of employees, which will give them a competitive advantage  (Swift, 2016).  Modern approaches to staff management builds on this viewpoint. 
Richard Branson argues that employees should come first, as this will mean that they will look after the customers, which will then bring in profit (Branson, 2017).  In order to be embedded into an organisation, the way that it approaches people management needs to be built into its culture, its systems and values, which will inform decisions and ensure consistency.  Consideration can be given to the organisation’s adoption of the CIPD’s Code of Professional Conduct (CIPD, 2017) and Principles of Professional Practice (CIPD, 2017), which can help ensure that they maintain high ethical standards in the way that they manage their employees.    
[bookmark: _Toc503477728]Ways that HR Function Can be Structured
CIPD research shows that the most common structure for HR Departments are for a single team, made up of generalists, specialists and administration.  (Swift, 2016, p. 4) Generalists have a broad role to play across a range of HR functions.  Depending on the size of the organisation, specialists could work with a particular work area or Department within the business, a particular function of the HR Department itself, such as Learning and Development, or with a particular grade of employee, such as Senior Management.  Swift argues that this model usually involves an average of 12 HR Officers to a workforce of 1,200 (ibid).
An alternative model, named the three-legged stool, was proposed by David Ullrich in the mid 1990’s.  (find references).  Ullrich’s proposed model was a complete break from what had gone before.  It split the HR Function into specific roles, the most controversial of which was the Business Partner.  Many organisations were attracted by the potential that this model presented, but those that have attempted to implement it have found that the theory around Business Partnering did not easily translate into practice.  Research has also found shortcomings in the area of Talent Management  (Swift, 2016, p. 7). 
Both models involved the delegation of performance management to Line Managers, though managers can be reluctant to take on this responsibility (Swift, 2016).  There are likely to be challenges for Line Managers, particularly those that have risen through the ranks, to address conduct issues, which could threaten job security for those concerned, with people who were formerly peers, colleagues and even friends.  Could also be an issue of trust, particularly if Manager has worked way through ranks and was previously ‘friends’ with colleagues outside of work.  The Managers role in this therefore needs to be overseen and supported by the HR function, who can offer advice and guidance, coaching and mentoring, to ensure a consistent approach across the organisation. (find reference)
The ten professional areas of the CIPD Profession Map (CIPD, 2017) , as illustrated in diagram ? below, provide a useful source of understanding of the various activities that modern HR Departments need to undertake, which is helpful when assessing the resources needed to ensure that all aspects of the HR Function can be carried out.  
Diagram ?: CIPD Profession Map [image: ]
A proposed structure for M&D Care Ltd.’s HR Department, which takes into account its size and the functions that it needs to carry out, is included as Appendix ? below
[bookmark: _Toc503477729]TOOLS FOR ANALYSING THE BUSINESS ENVIRONMENT (507)
This section will compare 3 tools for analysis the Business Environment.  These are:
· STEEPLE
· SWOT
· Porters 5 Forces
Other tools are also available, which other organisations may find useful, such as, for example, Primo F, but constraints on time do not permit an analysis of these.  
This section is made up of a brief description of each tool.  This is followed by Table ?, which provides an analysis of the advantages and disadvantages of each one.
There are a range of resources available to provide further reading about these tools.  These include CIPD Factsheets (CIPD, 2017) (CIPD, 2015), sections of the MindTools website (Mind Tools, 2018), as well as a range of text books including Kew and Stredwick (2005) and Marchington & Wilkinson (2014).   
[bookmark: _Toc503477730]STEEPLE is a tool which provides a framework for analysing factors which are external to the organisation.  These involve and examination of the following areas:
Social
Technological
Economic
Environmental
Political
Legal
Ethical
A sample completed STEEPLE for M&D Care Ltd is included as appendix ? below.
This tool adds Ethical as an additional factor for examination not included in the PESTLE tool.
[bookmark: _Toc503477731]SWOT look at Strengths and Weaknesses from inside the organisation, as well as Opportunities and Threats from outside.  A sample SWOT analysis of M&D Care Ltd is attached as Appendix ? below
[bookmark: _Toc503477732]Porters 5 Forces (Kew & Stredwick, 2005) (Mindtools reference) involves an analysis of the following factors:
1. Threat of entry into the market
2. Power of buyers
3. Power of suppliers
4. Power of substitutes
5. Intensity of Rivalry
A sample completed analysis of these five forces, as they affect M&D Care Ltd, is attached as appendix ? below
There are inherent risks in using all of these tools, that the person conducting the analysis could be unconsciously biased and want to put a positive spin on things, or that they could oversimplify the issues, or that they could result in analysis paralysis.  A note of caution here about the sample completed analysis tools attached as appendices in this document is that these have been completed by the author acting alone, so these could fall foul of these risks.  These risks could be countered by taking a collaborative approach towards the analysis, involving other key stakeholders, such as employees or service managers.  All analysis tools provide a framework that can be used to take a logical approach towards assessing range of factors that could impact on the organisation and its future success, so they encourage strategic thinking.  They all provide a means of predicting future factors so measures can be put in place that maximise the chances of success, whilst minimising and manage risks, although they can also quickly become outdated so need to be regularly reviewed.  The criteria identified in all these analysis tools can be risk assessed, in terms of likelihood and severity of impact, and prioritised for action, although it can be difficult and time consuming to obtain the data needed in order to carry out a thorough analysis.
	Table?: Advantages and Disadvantages 

	Tool
	Advantages
	Disadvantages

	SWOT
	· Simple 
· Flexible
· Looks inside the organisation, as well as outside
	· Tendency to look backwards



	STEEPLE
	· Gives detailed framework for considering range of external factors
· Looks outside of the organisation
	· Does not take into account internal factors

	Porters 5 Forces
	· Enables understanding of the factors that shape competition
	· Only looks at market forces







[bookmark: _Toc503477733]FACTORS IMPACTING ON M&D CARE LTD AND ITS HR FUNCTION (510 words)
This section gives consideration to four of the main factors, identified through an analysis using the three tools described in the previous section, that are priority areas for M&D Care Ltd, as a business, as well as the HR Function within that.  The first two of these factors that are inside M&D Care Ltd (internal) the second two are outside (external). These factors are:
1. Information Management Systems
2. Recruitment challenges
3. Multi-generational workforce
4. General Data Protection Regulation (GDPR)
[bookmark: _Toc503477734]Information Management Systems
At present, M&D Care collect information in either word or excel documents.  This makes it difficult to undertake any kind of comprehensive analysis of data.  Investment in a database that can record information about all aspects of M&D Care Ltd.’s business therefore needs to be a priority.  
[bookmark: _Toc503477735]Recruitment Challenges
M&D Care Ltd.’s business strategy is based on growth.  In order to keep up with the pace of growth M&D Care Ltd.’s HR Department needs to focus a great deal of its resources on recruitment.  At present, M&D Care Ltd do not have a system in place to measure staff turnover in order to be able to plan the number of staff that need to be recruited to keep up with turnover.  Neither are systems in place to measure the level of convergence, i.e. how many CV’s or job applications and interviews that result in appointments, to have an understanding of how many of these need to be looked at to meet with the demand for new staff.  This factor therefore links to factor 1 above.  This issue is also linked to the need to develop a brand for M&D Care Ltd that helps it to attract staff, which, in turn, is linked to marketing.  In order to meet this corporate strategic priority, recruitment, along with the development of an employer brand, needs to be a priority for the HR function in M&D Care Ltd.  
[bookmark: _Toc503477736]Multi-Generational Workforce
People are now working until they are much older (find reference).  This older workforce is working alongside the younger workers, which have been named ‘millennials’.  Millennials have different expectations about work, with a priority for them being investment in their development, rather than just working for a salary.  The implications for M&D care Ltd, as with other organisations, is to develop a shared set of values that guide people in their day to day work, particularly around reliability, timekeeping and conscientiousness.  A priority for M&D Care Ltd.’s HR function is therefore to develop a process for developing bottom up and top down approach towards developing a system of values that guide people in their work, based on both employee and manager expectations.   
[bookmark: _Toc503477737]General Data Protection Regulation (GDPR)
The GDPR (EU GDPR, 2016) is going to result in changes to the way that all organisations handle the information they collect and keep about people.  One of the main changes in the right to be forgotten.  This will have implications for M&D Care Ltd.’s HR because of the information that is collected and held about its current and former staff.  M&D Care Ltd.’s file and information management system requires a complete overhaul, which needs to be a priority for the HR Function as breaches of the regulation could lead to financial penalty.  This is also linked to factor 1 above. 
[bookmark: _Toc503477738]
KEY STAGES IN STRATEGY FORMULATION AND THE ROLE OF HR IN EACH OF THESE (24 words)
The stages in Table ? below have been taken from a journal article that quotes Fred David’s Strategic Management Model, 2013(Persaud, et al., 2016)
	 Table ?: Role of HR in Key Stages of Strategy Formulation

	Key stage strategy formulation
	Role HR

	Developing Vision and Mission
	To work with managers to engage with staff and give them opportunities to inform vision and mission

	Analysis and Planning
	Provision of statistical data
Benchmarking costs and what competitors are doing in terms of how they are managing their HR requirements, to include HR policies and procedures
Labour market analysis – is there a skills shortage, what can we do to attract good quality staff
Internal data – skills analysis, talent mapping, people ready to step up into management positions
Age profile of staff – inform recruitment strategy and possible levels of recruitment, who is likely to be leaving, what roles need replacing
Solution to any potential challenges affecting human resources needed to implement business strategy
Training needs analysis 
Consultation: enabling people to have a say in the decisions that affect them

	Implementation
	Advising on resources needed and options for obtaining
Communication 
Recruitment
Development of policies and procedures
Training, Learning and Development
Performance Management 
Re-deployment / redundancies
Involving staff in development of action plan to implement changes

	Evaluation
	Staff Surveys
Statistical data



[bookmark: _Toc503477739]CONTRIBUTION OF HR TO BUSINESS ETHICS AND ACCOUNTABILITY (479 words)

Kew and Stedwick (Kew & Stredwick, 2005) discuss whether or not businesses can have ethics, as it is individual who have choices and make decisions.  
As a private sector organisation, M&D Care Ltd could risk being driven by economic rather than ethical considerations.  A conflict could occur between acting ethically towards employees, particularly around performance management issues, and ensuring that the business needs can be met.  The CIPD advocates supporting people to overcome issue affecting performance, rather than getting rid of them (find reference), which may not always be in line with who Managers feel about employees who are proving difficult to manage.  
The role of HR is to ensure that consideration is given to doing the right thing for the employees.  HR work with managers and employees to develop a top down and bottom up approach towards developing a set of values that ensure that everyone is clear about the expectations placed on them.  HR can also ensure that policies and processes are developed that support these values, including those related to how issues of conduct will be dealt with, as well as how changes that affect employees will be managed.  HR can educate employees, so that they are aware of the values and policies and procedures that underpin these.  HR can also ensure that policies and procedures as well as values, are enforced through performance management, thereby ensuring that people are held to account if they act other than in accordance with these.  
The CIPD’s Professional Principles can provide a useful guide to the way that M&D Care Ltd approach the way that they manage their employees, including such considerations as:
‘People deserve to be treated fairly and have a meaningful voice on matters that affect them, in addition to their rights and protection under law’ (CIPD, 2017)
The CIPD Podcast, where the role of HR in Business Ethics is discussed (CIPD, 2015), also made the following suggestions, that HR can ensure that: 
· A culture exists where people feel safe to raise concerns and/or challenge behaviours and decisions, through training and raising awareness – create opportunities, e.g. challenge sessions, 360-degree feedback for Managers
· clear communication channels are open to allow employees to report concerns, and that employees are aware of these, and create trust in the people that they report concerns to, so that they know that there is not likely to be any negative implications for their future of their employment with the organisation
· all staff are aware of their responsibility to report concerns and that they will be held accountable if things come to light that they were aware of that hey did not report, through training and policy
· develop set of scenarios that can be used in our Induction, or our Team Meetings, so that people are aware of the types of issues that they should report, which will get people used to talking about these things.



[bookmark: _Toc503477740]MEASURING BUSINESS PERFORMANCE: EXAMPLES OF INDICATORS

HR need to prove contribution to effectiveness and efficiency of the organisation. Difficulty measuring impact of HR (find reference) could be other reasons influencing data, such as performance of line managers.  Data analysis can help identify areas of ineffectiveness which can then be targeted for improvement.
HR analysis is a growing discipline (Swift, 2016, p. 18)
KPI’s:
	Financial results
	Profitability
	Productivity
Balance Scorecard
Goal setting (individual and team objectives)
Qualitative (based on numbers): Use of employee data: various areas of HR function: 
· staff costs
· recruitment – number of job applications
· sickness absence – days lost
· training
· people leaving
· number of and length of time taken to investigate and resolve disciplinary, grievance and complaints
· training needs assessment
· talent management – i.e. people ready for promotion
Quantitative (based on opinions): 
· staff surveys, 
· evaluation of training and Induction sessions
· complaints, 
· compliments, 
· grievances
Benchmarking: compare performance to other similar organisations – size, sector and service area



[bookmark: _Toc503477741]ROLE OF HR IN BUSINESS PLANNING AND CHANGE MANAGEMENT (221 words)

HR’s role in business planning is to provide data to inform decision making.  The information that HR can provide is discussed in more detail in the next section. HR’s role in business planning includes ensuring that we have the right people in the right place at the right time to enable business to perform (find reference).
‘Organisational change is constant’ (CIPD, 2017) and ‘unavoidable’ (Wilkinson & Taylor, 2016, p. 31).  Wilkinson and Taylor  (2016, p. 32) reference CIPD research that ‘indicates that organisations are going through major changes approximately once every three years, while smaller changes occur almost continuously’. Change is essential in order to keep up with environmental changes. HR has a valuable role to support both employees and managers to cope with the process of change.  HR can help to develop a change ready culture among staff, ensuring that key messages about change are well communicated and understood, both inwriting and through team meetings
There are several change management models, including those developed by Lewin, Beer and Kotter, as referenced by Kew and Steadwick (2005) .  John Fisher produced a Managing Change diagram, which is a variation on the Kubler Ross change management cycle, as illustrated in the diagram on the following page, to help managers support their staff through the various stages they will go through (Business Balls, 2000).

	Table?: Role of HR in Change Management

	Change Management Stage (according to Beer) (Kew & Stredwick, 2005, p. 221)
	HR’s role

	Mobilise commitment to change through joint analysis of problems
	Support Managers to ensure that staff are given an opportunity to be involved in this process, by, for example, competing a SWOT analysis as a team effort

	Develop a shared vision
	Support Managers to ensure that staff are given an opportunity to be involved in this process

	Foster consensus and commitment to shared vision
	If staff are involved in stages 1 and 2, then this will help with this.  

	Spread the word
	Communication, through issuing bulletins and newsletters, attending team meetings, or supporting Managers and providing briefings for them to ensure that they are giving consistent message to their team
Ensuring two-way communication by ensuring the communication channels are available for people who would like to speak to someone individually to discuss how the change affects them.

	Institutionalise change through developing formal processes
	Develop processes
Ensure these are communicated
Provide training, learning and development
Redeploy staff if needed
Manage the redundancy process

	Monitoring and adjusting as needed
	Developing management information systems to record possible negative impacts of change



Diagram ?: Personal Change Stages - John Fisher
[image: ]



[bookmark: _Toc503477742]HOW SOURCES OF BUSINESS AND CONTEXTUAL DATA CAN BE ASSESSED AND USED FOR PLANNING PURPOSES

HR analysis is a growing discipline (zebra p18)
 (role of HR = to provide solutions to question such as how to build skills among staff)
Use performance data as predictor of future trends – so can prepare,
Eg staff retention = how many people need to employ every year
Sickness absence levels = if need arrangements to make sure can cover this
Evidence based decision making
Government information
Benchmarking
Staff surveys
Staff statistics: turnover, sickness absence, conduct
Training needs analysis
Talent management – rising stars
Learning and development
Workforce panning – how we can get the right people in the right posts at the right time
Data analysis – what does the information tell you?  How can you use it to plan and prepare solutions for potential predicted issues?
Incident reporting – can see trends.
What do we need to know?
How can we find this out – what data do we need to collect to tell us what we need to know.
Areas of business data can inform:
· Recruitment
· Talent management and potential
· Training
· Sickness absence
· Retention 
· Engagement
· Staff satisfaction


[bookmark: _Toc503477743]CONCLUSION
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1. CIPD Podcast: analytics: How HR can influence strategy through data
2. Harvard Business Review: balance scorecard
3. HRM Models: from msu.ac (Harvard, Mitchigan, Guest, Sorey)
4. Harvard Business review: balance scorecard



Appendix ?
Structure for Strategy (Armstrong, 2006, p. 64)
1) Basis: 
a. business needs
b. PESTLE & Swot analysis
c. Cultural factors
2) Content: details of proposed HR Strategy
3) Rationale: business case against background of issue in section 1
4) Implementation Plan:
a. Action programme
b. Responsibility for each stage
c. Resources required
d. Proposed arrangements for communication, consultation, involvement and training
e. Project management arrangements
5) Cost and Benefit Analysis: assessment of resources needed compared to benefits for organisation, managers and employees, as far as these can be quantified






Appendix ?
Summary Business Strategy for M&D Care Ltd
M&D Care Ltd.’s business strategy is one of business growth.  The organisation has found a niche in the market for specialist services for people with high levels of care and support needs that result from their mental ill health, learning disability, physical disability, or any combination of these.  Often Service Users are refereed to our service by the public-sector organisations that have a statutory duty towards ensuring that their needs are met, who are therefore are funders and key stakeholders.  Our services are not cheap, because we insist on a level of staff to Service User ratio that will ensure that the Service User is properly looked after, rather than minimising this to the lowest level possible to manage risks, which is the model many of our competitors adopt. Feedback from funders, as well as regulatory bodies who inspect our services, and friends and relatives of the people who use our services, is very positive.  We therefore can be confident that we have a model of care and support that works and can be replicated in market with great potential for business growth.


Appendix?
Proposed Structure for M&D Care Ltd.
Consideration has been given to both the size of the organisation and its business needs in developing this proposed structure.
HR Director: oversees department, ensured link with Board of Directors, decision making (governance); Organisational Development;
HR Manager – responsibility for strategy formulation and implementation, employee relations (which includes expertise in the area of employment law), employee engagement, coaching and mentoring of Line Managers, performance management for remainder of team
HR Officer – responsible for learning and development, talent acquisition, mapping and deployment of skills,
HR Administrator – responsible for recruitment, file and information management, data entry, first point of contact for enquiries, coordinating and servicing disciplinary, complaint and grievance investigations
ICT Officer – in-house specialism to deal with information, communication and technological needs of organisation. 
Service Managers: Performance Management, Engagement



APPENDIX 
STEEPLE
Social
Diverse workforce.  People are having longer working lives (Find reference – orange lizard maybe?).  Younger generations have different expectations about what they want from their working life than older generations (Deloitte University Press, 2017). This generational gap makes it more important than ever that a set of shared values be developed that can guide people in their work.
[image: ]
Limitations for HR on ability to implement flexible working arrangements due to need for 24-hour shift cover for Service Users.
Deloitte (Deloitte University Press, 2017)argues millennials was to learn and progress and that this needs to be a key driver of the company’s brand in order to attract this group of talent.


Technological
Technological advances have the potential to have a huge impact on the working environment.  Technology has already changed the way we interact with each other, as well as our ability to access information and knowledge.  The Deloitte Global Human Capital Trends has informed this section of this report (Deloitte University Press, 2017).  It could be argued that we do not know what technological advances will be present in ten or twenty years from now.  The World Economic Forum have developed a short video that gives an insight into the potential for the technology of the future (World Economic Forum, 2015)
M&D Care Ltd provide personal care and support to address social isolation.  Although Assistive Technology will be able to assist with some aspects of this, it is not likely that many of the activities that Support Workers undertake could be automated, as they are based on human interaction.
One of the impacts that technological advances will have on M&D Care Ltd relates to the way we record and analyse data.  At present M&D Care Ltd rely on email, word documents and excel spreadsheets to record information.  This limits the extent to which this data can be analysed.  M&D Care Ltd are currently going through the process of investing in a database that will enable information to be recorded, reported and analysed.  This will allow for a much-improved system of data analysis, that will help inform business decisions.  Training issue for older employees, who are not digitally literate.  
Technology – provision of learning/ training
Another area of technology that M&D Care Ltd need to invest in is the development of their web-site, which will be able to provide information to both potential employees and potential Service Users.  Need for highly visible and highly attractive employment brand (Deloitte University Press, 2017)Use of videos from existing staff saying what it is like to work for M&D Care Ltd (ibid).  Need to focus on overall employee experience.  
Alongside this external web-site, M&D Care Ltd need to develop an internal notice board, which can be a means of ensuring that employees have access to the information and documentation they need to perform their daily tasks, as well as a means of communicating across the organisation.  This needs to be accessible on mobile devises as not all employees have access to office IT equipment.
Access to information includes reviews that could be placed on InDeed, for example, where former employees post their views about the company.  Need to make sure promoting positive image, by developing the website and posting good news stories.
I would argue that the pace of change and developments in the digital world, and the need to be able to make the most of the opportunities that these present, warrants investment in an IT Officer.  This Officer may also be able to act as a data analyst, but, if it is not possible to recruit someone who has the sets of skills needed to perform each function, then they could also be responsible for extracting reporting data for the new IT system currently being developed for M&D Care’s use.  
Need to consider investment into technology that assists with recruitment.  Screening. Deloitte evidence of cost benefits (Deloitte University Press, 2017).  Could include access to on-line resources to help unsuccessful applicants develop a better understanding of the skills and capabilities required to be a care worker.  Chatbots – initial interviews, frequently asked questions.
Issue of use of social media – ‘milennials’.  Young people do not see what they are doing wrong by posting all sorts of comments about their life, including their work.  Example of member of staff posting on their Facebook site that they hate their job and that they get paid less than minimum wage.  Although did not name us as an employer, friends and family know whether they work, therefore becomes conduct issue.  Need to develop policy to define rules that will help younger generation understand what is acceptable and what is not.  
Economic
Although this is the Age of austerity (get reference), M&D Care Ltd’s business strategy is based on delivering quality services.  May not be the cheapest, will not compromise on quality.  
Pay minimum wage to unskilled workers, scope to have pay rise once complete minimum standard of training.  Indeed provides benchmark salary for support workers at £7.93.  We pay £7.50 weekdays, £8.50 weekends, for unskilled staff, rises to £7.45 with QCF level 2, and £8.00 with level 3.  https://www.indeed.co.uk/salaries/Support-Staff-Salaries,-Wales 
Need to benchmark salaries. During bidding process to get new work, will undertake assessment of needs to Service Users and detail what level of support they think needs to be put in place to meet those needs.  For some individuals, this means having 2:1 staff to Service User ratio’s.  There have been examples of when other Providers have offered a cheaper, reduce level of service, which has resulted in a breakdown of the placement and Local Authorities or Health Board then contacting M&D Care to provide a service.  As a private sector initiative, M&D Care Ltd already operate on lean systems principles, ensuring that there is minimum waste in the system so that they can keep their costs as low as possible, whilst continuing to deliver quality services.  
Environment
Need to reduce energy usage
Need for green initiatives – recycling and purchasing recycled goods.
Policy of recruiting people close to where they live – tensions with need to deploy staff across the organisation according to business needs.
Political
The Welsh Government have established a policy direction that is aimed at moving people out of residential care towards living as independently as possible for as long as possible in their own homes and in their communities.  This policy direction has been translated into legislation through the Social Services and Well-Being Act of 2014, which came into effect in 2016.  More information about this can be found on the Welsh Government’s web-site.
The service model that M&D Care Ltd delivers ensure that care and support can be provided to some of the most vulnerable and disadvantaged adults with learning disabilities and mental ill health, which span across a range of severities and complexities, to enable them to live their life to its fullest potential in the community.  M&D Care Ltd have developed a model of care which is favoured by Service Users and their relatives, and therefore the Local Authority and Health Authority commissioners that purchase services on their behalf.  M&D Care Ltd are therefore operating in a growth sector.  
M&D Care Ltd have grown from owing one care home in 2008, to now owning 6 care homes, as well as supporting a number of individuals to live in dispersed properties in the communities, employing just short of 200 staff.  A new service is due to be opened in February, with referrals for support for people living in the community coming in at an approximate rate of 2 a week.  
This creates challenges for M&D Care, which are not unique to us as a growing organisation.  Larry Greiner’s Growth Model highlights organisational growth phases and the crises that organisations experience as they grow (Mind Tools, 2018).  M&D Care Ltd can be seen to be at the end of Phase 3 and are currently in the process of developing more sophisticated head office functions, one of which is the development of a HR Department, which has recently increased to 2 members of staff.
One of the key challenges facing the HR department as a result of this growth, is to keep pace with the level of recruitment that needs to happen.  The size of the company means that the number of people leaving to take up new opportunities elsewhere has increased.  New employees also need to be recruited to be able to staff new services.  The old recruitment system and process is no longer fit for purpose, so needs to be reviewed.  
Along with a need to review recruitment arrangements, the growing number of staff mean that there is also a need to develop improved systems and processes for performance and talent management, which has largely been, up until now, informal.
Also need to develop flexible working arrangements so that staff can be deployed where needed.
Legal
GDPR – affect collection and storage personal data
Minimum Wages
European Working Time Directives
Employment law 
Health and Safety
Ethical
Corporate Social Responsibility (reference Kew & Stredwick)
Zero hours contracts – enable workers who are unable to commit to full time work, such as second income parents and students, to have the flexibility to pick and choose when they work.  Classify as Relief Workers.  Dispels the myth about zero hour contracts always begin a bad thing.  Does mean do not have all the entitlements afforded to an employee on a contracted hourly rate, such as not getting any holiday pay.
Implications for Employee Brand – way we treat our staff.



Appendix
SWOT Analysis
	Strengths
· Committed and dedicated staff, who have a range of skills, experience and knowledge that can be deployed where needed
· Development new HR Department, with staff with correct set of skills to address issues uncovered by analysis of internal weaknesses
· Flexibility to adapt to changing environment – not weighed down by bureaucracy 
· Reputation as an organisation that is good to work for and the provides quality services to Service Users who may come to us with a history of failed placements
· Investment in development of new IT system to record and report on all aspect of M&D Care Ltd’s business activities, including head office functions
	Weaknesses
· Lack leadership training / talent management programme 
· Lack system for recording skills sets of existing staff to inform deployment and recruitment decisions 
· Inexperienced Managers who need to develop skills to enable them to hold people to account in a way that makes it a positive experience (continuous performance management / coaching and mentoring / disciplinary and grievance)
· Lack robustly implemented absence management arrangements
· Lack robust systems and processes for recording, reporting and analysing HR activities
· Lack appropriate office space to allow for integrated head office functions
· Lack robust communications strategy, so that people who are not able to access email do not always get access to the same information at the same time as anyone else, for example, when job opportunities arise.  Could lead to aggrieved workers.
· Lack system for measuring staff satisfaction
· Lack of in-house IT expertise, affecting ability to learn about and take advantage of advances in technology 

	Opportunities
· Sector and service area of business growth
· Can take a clean slate approach towards developing policies, procedures, systems and practices to address weaknesses, which can be a lot easier than trying to adjust what already exists
	Threats
· Age of austerity
· Competition from other Providers, for both work and for employees



Appendix ?
Porters 5 Forces Analysis for M&D Care Ltd.
1. Threat of new entries
This would be quite low because:
· Before entering the market, a lot of investment would need to be made to ensure that services are able to meet the regulatory and legislative requirements placed on them
· New organisations would take time to develop relationships with funders and a reputation that would give statutory agencies or relatives the confidence to know that the services would provide a high standard of care 
· New entries may not have the detailed understanding and experience of providing services to know what model of care and support provides the best outcomes for Service Users.  This could result in new entries proposing low cost care placements, but history has taught us, from experience, that these models do not have good outcomes.  One of the factors that have made M&D Care Ltd successful is having this detailed understanding.  There are examples of when low cost placements have broken down, after which statutory agencies have approached M&D Care Ltd to develop and price a care package that they can be confident will produce good outcomes.

2. Power of Buyers
The Social Services and Well Being Act (Wales) 2014, (Social Care Wales, 2016) places an increased focus on Service User choice.  This means that, if a Service User is not happy with the care that they are receiving, then they can choose to have this provided by another organisation.   Although this is a niche market, there are other organisations that provide similar care services to M&D Care Ltd.  Therefore, this is a factor that needs to be taken into consideration.  M&D Care Ltd need to maintain their standards of care, or they could risk losing out to other Providers in the market.  In order to ensure quality services, staff need to be carefully selected and provided with high quality training, and performance issues need to be addressed immediately, which are issues for HR.
3. Power of Sellers

M&D Care Ltd are not dependent on suppliers to deliver their services, so this is not applicable.  The only things that M&D Care Ltd purchase are staff, and there is quite a competitive market for the recruitment and retention of good quality staff.  The ability to attract and retain good quality staff is therefore an issue for HR, which could be addressed through its branding and the benefits that it is able to offer.  

4. Threat of Substitutes

M&D Care Ltd. provide personal care to vulnerable people to enable them to live their lives to their fullest potential and address social isolation.  This human interaction cannot be replaced.  However, there are development in the world of assistive technology which could reduce the need for staff to be present during night time hours.

5. Competitive Rivalry

M&D Care Ltd. have developed a model of care that provides positive outcomes for the people receiving it.  There are many unique features of this care, in no small part related to the quality of staff, which means that services are not the cheapest.  The provision of Care and Support that enables vulnerable people to live as independently as possible in their community in an area of growth, which is being drive by the Social Services and Well Being Act (Social Care Wales, 2016).  M&D Care Ltd. therefore do not need to be too concerned with competitive rivalry.  



Appendix ?
Recommendations Arising from Report (include resources needed)
1. Recruitment:
a. Review systems, processes and documentation
b. Consider investment in technology
2. Learning and Development
a. Employ someone specifically to lead on this area
b. Develop system of Personal Development Planning for each member of staff which can inform Learning and Development plan for the organisation
c. Develop training programme tailored to needs of each individual service
d. Develop training programme for aspiring Managers, based on QCF 5 
e. Develop training programme for existing Managers, to include:
i. How to have quality conversations / hold people to account in a positive way
ii. Disciplinaries and Grievance
3. Staffing structure:
a. HR Manager:
i. Roles & responsibilities include line management HR Department, strategy formulation and implementation, employee engagement and relations, compliance, 
b. Learning and Development Officer 
i. Roles and Responsibilities include training, induction, culture, talent management and deployment,
c. HR Administrator
i. Roles and responsibilities include recruitment, information and file management, data entry, first point of contact for enquiries
d. IT Officer
i. Roles and responsibilities include developing IT systems, coaching and mentoring staff on usage, fixing IT problems, developing and maintaining website and internal noticeboard, running reports / extracting management data from database,
e. Partnering with Service Managers, providing coaching and mentoring to enable effective performance management arrangements, enabling locally made recruitment decisions (i.e. conducting interviews),  

4. Employee Engagement
a. Develop systems and processes to allow this
b. Attend team meetings to speak to staff about their work and any barriers affecting performance, to establish a base line
c. Review rewards scheme
d. Develop flexible job descriptions
e. 
5. Technology
a. Investment in IT Specialist
b. Development IT system for talent mapping
c. Develop IT system that can be used to record and report on staff satisfaction levels (survey monkey)
d. Develop IT system for recording and reporting management information relating to HR activities (already in process)
e. Develop coaching and mentoring arrangements so that people who have high levels of digital literacy can support people who do not have skills in this area
f. Development external website to attract staff
g. Development virtual internal noticeboard for staff
6. Communication
a. Development Communication Strategy
7. Vision and Values:
a. Development top down and bottom up system of values and principles
b. Development bottom up vision (purpose)
8. P&P’s:
a. Excess mileage, for people who have been redeployed away from their base
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Fisher developed this further for individuals to consider where they are:
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This illustration can be shown to individuals so that they can see that we all go through this
transition in some form when we face something “new”. For some this is quite flat and quick, for
others it can be deep and long, with all variations in between. The illustration allows us to
recognise that we can and will all be at different points of the “curve®.

Above all, it allows everyone to see that “it's ok” to feel the way they do as it's a process, but that
we need to find ways of moving on.
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