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5C001 – Organisational performance and culture in practice 

This assignment will critically explore the relationship between organisational strategy, culture and behaviour in relation to two contrasting business structures within the case study of the residential home, Calamere House.

AC 1.1
 
Calamere House is a family-owned organisation operating within the residential care sector. Established in 1974, the company adopts a flat, non-hierarchical organisational structure. According to Taylor and Woodhams (2022), a flat non-hierarchical structure is popular among smaller firms, where employees report directly to a single manager. A reduction in managerial layers can positively impact the culture of an organisation by promoting employee involvement in the decision-making process, leading to increased efficiency and creativity (Lee, 2022). Although non-hierarchical structures are effective to some extent, Taylor and Woodhams (2022) state these models often face complications once organisations begin to expand and when performance drops. This could be a consequence of a deficiency of well-defined systems and processes which can lead to a lack of transparency impacting the goals of an organisation (Reitzig, 2022). 

Considering the literature above, the adoption of a non-hierarchical structure under Kristen’s ownership was appropriate for Calamere House, for example as there were only forty-two employees reporting directly to Kirsten, this makes it a smaller firm, resulting a lower demand for a hierarchical structure (Reitzig, 2022). Maintaining the flat structure ensured continuity during the transition from her parents’ ownership and aligned with both of their consultative management styles. Reitzig (2022) supports this method as he explains shifting from one structure to another without transitioning effectively is problematic and can affect the culture and behaviours of an organisation. Finally, it is clear from the case study that by utilising a values-based approach, this had a positive impact on staff well-being, communication and efficiency, where employees have been involved from the offset, enabling staff to possess a deeper understanding and passion for the organisation (Shaw, 2019).
 
Chaffinch Group follows a hierarchical bureaucratic structure. This is known as a tall organisational structure resulting in multiple hierarchical levels, constricted spans of control, set working expectations with an elevated level of supervisory oversight (Taylor and Woodhams, 2022). This approach can be seen as an advantage to ensure all employees are treated fairly and equally, where leaders follow policies and procedures by the rule of the law (Taylor and Woodhams, 2022). 
Staff must follow posed rules and procedures aligned with their job description, resulting in clear direction and shared outcomes (Waite, 2021). However, Hayward (2019) argues that although most employees’ value clear direction from leaders, they also value self-sufficiency. 

Due to the difficulties and stark differences experienced following the change in structure, a hierarchical management style is appropriate under Chaffinch Group’s ownership due to its large-scale business, defined roles, accountability and autocratic management style.

AC 1.2

The main priority when operating a care home in the United Kingdom (UK) is to promote the wellbeing of residential patients, ensuring their safety, dignity, and quality of life (Department of Health and Social Care, 2025b). Therefore, this must be at the forefront of Chaffinch Groups’ approach to strategy to ensure they are meeting their patient’s needs. 

The concept of strategy is defined as a structured plan of action aimed at achieving specific structural goals, which is not just targeted at larger firms but also private ones similar to the initial structure of Calamere House (Taylor and Woodhams, 2022). Chaffinch Group’s strategy should be planned rather than emergent to ensure the business’s values, behaviours, and culture align with its goals and performance objectives (CIPD, 2025a). During the formulation stage, it is essential to focus on the three core areas of strategy: analysis, development, and implementation which will investigate all the impacting factors (Taylor and Woodhams).
	
The work of Tingsager and Smith (2022, cited in Taylor and Woodhams, 2022) states, strategic analysis involves developing a shared understanding of the organisation’s overall mission, strategy, contexts and flaws, which may involve input from external experts. Throughout this initial phase it is crucial to critically discuss and analyse the wider context of the organisation. This stage typically involves executives of the company; however, Chaffinch Group must consider that under Kristen’s ownership and autocratic management style, most staff were involved in the decision-making process, therefore it may have been beneficial for Chaffinch Group to involve all staff and customer perceptions through meetings or surveys of initial enquiry (CIPD, 2025b). 
 
The next stage is strategy development, where Chaffinch Group’s executive team, along with other key departments including Human Resources (HR) will examine different strategies in relation to their current position and consultative management style (Taylor and Woodhams, 2022). By utilising analysis tools like SWOT and PESTLE, this will support Chaffinch Group to evaluate internal and external settings, through clear interaction and partnership, facilitating identification of current strengths, weaknesses, opportunities, and threats to support strategic decisions (Taylor and Woodhams, 2022). Although these tools will encourage collaboration between employees, CIPD (2025e) state SWOT analysis can be time consuming and may lack structure due to key elements being missed. Therefore, this can result in compromised data, potentially affecting decisions and therefore directly impacting patient care. 

Finally, strategy implementation is described as vigorous and complex, where leaders are expected to turn strategic plans into practical actions to ensure the company reaches organisational goals (Tawse and Tabesh, 2020)  Once the strategy is establish it will be used as a framework which will guide the development of a comprehensive business plan, outlining how the strategy will be applied (Taylor and Woodhams, 2022). This strategy must always remain flexible to ensure feedback is integrated into the process (Tomlinson, 2023). To do this Chaffinch Group must communicate these objectives clearly to all staff regarding why they are implementing change (CIPD, 2022). Increased communication and sincerity around the core purposes and drivers of an organisation will be vital to manage change effectively (CIPD, 2022).

To conclude, if Chaffinch Group had implemented a rational approach to strategy formulation, with clear goals and objectives, this approach may have resulted in more favourable and effective outcomes.

AC 1.3
	The acronym PESTLE stands for Economic, Sociological, Technological, Legal and Environmental which are all key external factors which influence an organisation (CIPD, 2025c). In relation to strategic business planning, analysis of an external environment using PESTLE can provide data around the direction of the business, focusing on its growth, targets, risks and validity (CIPD, 2025c). Lucarz (2022) states this will enable employers to determine which force is impacting their organisation and how they might decide to adapt to this factor. Comparable to SWOT, PESTLE analysis offers a broad overview but lacks the depth and flexibility needed to manage uncertainty in dynamic environments (Taylor and Woodhams, 2022). 

	A major concern for Chaffinch Group is the negative impact society is having on the residential sector. To begin, the UK’s population is ageing rapidly, with the number of people over the age of eighty-five are projected to double by 2043, as a result, this will increase the demand for residential care services (Department of Health and Social Care, 2025a). This will increase pressure on staff, which is already a signification concern today. According to a government survey, 53.9% of residential care sectors conveyed challenges with staff retention, highlighting the ongoing challenge of maintaining a stable workforce in the sector (Department of Health and Social Care, 2025a). Chaffinch group have already lost several members of staff due to their approach to organisational change, therefore, the challenge of not only retaining their current staff but recruiting more staff with the relevant skills is of concern to ensure all patients receive high quality and safe care. 

Since the change of ownership Chaffinch Group have integrated more legal policies and formal procedures in comparison to Kirsten’s ownership. Legal factors play a positive role in shaping Chaffinch Group’s delivery of service, safety, as well as the operations of care home companies across the sector (Department of Health and Social Care, 2025a). Complying with the Health and Safety at Work Act 1974, ensures Chaffinch Group will provide a safe working environment, conduct risk assessments, and implement appropriate training, which directly affects staff wellbeing, retention, and operational efficiency (Department of Health and Social Care, 2022). Not only, does this legal requirement protect patients, but safeguards staff by providing clear guidance on how to act and respond appropriately in the workplace (Department of Health and Social Care, 2022). 

If Kirsten implemented legal regulations involving structure and staffing, having clear procedures and policies may have positively impacted the growth of Calamere House. For example, under Regulation 18 of the Health and Social Care Act (2008), having systems in place for supervision, delegation and performance management force support to managers to maintain their opposed structures whilst improving efficiency and accountability and consistency as a business grows.

AC 1.4 


Chaffinch Group’s decision to invest in technology marks a significant transformation from Kirsten’s ownership of Calmere House. This strategic move will undoubtedly improve processes and elevate both service delivery and employee engagement (CIPD, 2025f). When implementing the use of Artificial Intelligence (AI) and other technologies it is important to understand both the organisations needs as well as the impact it will have on employees and patients (CIPD, 2025f). According to Escalera (2025) 59% of employees say the use of technology enhance their daily productivity and 49% now use digital resources to support their organisation and workload.

The use of a digital care management systems could benefit Chaffinch Group as this enables staff to access patient records instantly, it provides real-time updates, enables accurate reporting reflecting latest observations, assessments and interventions (Department of Health and Social Care, 2022). For patients this can result in improved care due to continuity across shifts, which can also result in detecting issues early contributing to a safer and more proactive care (Munson, 2025).

Although the use of digital systems can support streamlining and enhance communication, there are numerous negatives, for example, many care homes suffer from poor infrastructure impacting their internet and phone connection, especially in rural areas, therefore it is not suitable for all organisations (Garner et al., 2024). Additionally, the article highlights the substantial costs associated with implementing digital systems, including software licenses, hardware upgrades, and staff training. Therefore, although this system could benefit Chaffinch Group it is essential for them the be aware of the downfalls.

Another way Chaffinch Group could utilise technology is by implementing AI powered monitoring, where sophisticated systems are installed into care homes which monitors sound and motion data, meaning the residents may need assistance or medical attention, therefore immediately notifying staff (Munson, 2025). This source continues to discuss, that a pilot of the AI monitoring systems showed the number of night falls had halved, therefore having a 20% drop in hospital admissions. The study also observed a 75% reduction in the amount of unnecessary overnight monitoring by staff, resulting in saving around £13,000 per staff member annually (NHS Southwest London Integrated Care Board, 2023). However, over-reliance on AI may inadvertently decrease face-to-face interactions between staff and residents, leading to feelings of loneliness or neglect (The National Care Forum, 2024).

AC 2.1 


Since Chaffinch Group took over ownership of Calmere House, the care home has faced increasing staff turnover, sickness absence, and a decline in morale due to a change from Kirsten’s consultative leadership to Chaffinch Group’s strict autocratic management style. It is clear the employees feel undervalued and overworked. Patients are unhappy due to the loss of personalised care and the increase of agency workers. 

To understand these issues, the use of theories and models can be helpful to understand organisational and human behaviour. Schein’s model of organisational culture (1988) is based on three layers: artifacts, values and underlying assumptions (Barends and Rousseau, 2022).













Figure 1: Schein’s Model of Organisational Culture 1988 (Author, 2025).

 Without any gradual transition period Calamere House shifted from a culture that was built on a people-focused ethos where leaders and employees shared the same values, built strong relationships through trust and open communication and where staff were familiar with their routines and leadership styles. To Chaffinch Groups corporate approach involving implementation of a hierarchical structure, increased policies and procedures, with a strict focus on efficiency and profitability.
This rapid cultural change led to staff resistance, low morale and loss of trust. 

Donelly et al. (2020) highlights that human behaviour can have a large impact on the culture of an organisation and whether targets are achieved. He states, employees often resisted to change due to mistrust, impacting motivation; therefore, it is crucial for leaders to build relationships to understand their staff and build trust through open trusting communication.

Handy’s (1976) model of organisational culture involves four main types of organisational culture: power culture, task culture, person culture and role culture (Personnel Today, 2023). This model assists to examine and explain the cultural shift at Calamere House, for example, under Kirsten’s ownership the residential home reflected a person and task culture, with a high level of teamwork, autonomy and engagement. Whereas Chaffinch Group lacked to incorporate either of the cultures, instead introduced role and power cultures. This shift negatively impacted human behaviour at Calamere House resulting in employees feeling demotivated and undervalued. The case study proves that when certain areas of an organisation like leadership style, culture and employee motivation are misaligned this can impact both well-being and service quality. 

Although Schein and Handy’s models supports to identify the differences across individual cultural layers, both have similar limitations due to the simplicity of the models, making challenging to measure (Barends and Rousseau, 2022).

AC 2.1 
	
The change in ownership of Calamere House by Chaffinch Group led to significant changes in selection practices and employee voice, as a result, this negatively impacted the organisational culture and behaviour due to lack of structure, employee voice and personalisation. 

To begin, under Kirsten’s ownership and consultative management style employees were involved in the decision making of the selection process. According to Young (2024) giving employees autonomy and the opportunity to make decisions positively impacts well-being, performance, and organisational behaviour. The report continues to discuss, when leaders trust their employees this increases motivation, passion and satisfaction. However, according to Acas (2023), having too many unqualified opinions during the selection process can risk bias and inconsistency which may result in delays and discrimination.

Chaffinch Group neglected to embrace this approach to recruitment. Following the loss of employees Calamere House, Chaffinch Group increasingly relied on agency staff, where only their qualifications and experience were checked by the agency. Although checking for formal qualifications and experience is important, and something Kirsten lacked, Chaffinch Group did not undertake any further assessment of their suitability. 

According to CIPD (2024d) to ensure procedural fairness and equity, all selection processes should involve two main methods, shortlisting and assessment. Evidence shows “how fair candidates perceive the selection process to be, influences their subsequent behaviour” (Lucy et al., 2023, p.5). Therefore, Chaffinch Group should recognise that their current selection process is negatively influencing their organisational culture and employee behaviour due to the lack of formal structure and employee voice. 

Under Kirsten’s leadership of the selection process, employee voice was actively encouraged, contributing to high levels of engagement. Whereas Chaffinch Group’s approach lacked such methods. A study by Adrinato et al. (2024) proved by utilising employee voice this fosters motivation, responsibility and long term-commitment. Consequently, had Chaffinch Group embraced these aspects, staff retention may have been alleviated combined with improved patient satisfaction. 

AC 2.3 

Change management is a structured approach that provides support to transfer an organisation from one state to another desired state. To effectively manage the transition from a small, owner-managed residential care home under Kirsten’s ownership to Chaffinch Group’s larger organisation, the leaders could begin by looking into recognised models of effective change management, like Kotter’s eight step model and Lewin’s three step model. Quantitative research by Roman et al. (2024) revealed strong connections between the two models. Despite each models implementing unique approaches, the study highlighted that they share the same foundational principles of change.

Kotter’s eight step model of change provides a strong foundation for leaders who are beginning to plan a change management initiative (Taylor and Woodhams (2022). Taylor (2022) continues to explain, Kotter’s model highlights the importance of communicating to the wider workforce to encourage staff to embrace change, however, to achieve this it is crucial to establish a clear vision regarding how and why this will be implemented in practice. If Chaffinch Group embedded these principles before transitioning to a bureaucratic hierarchical structure, the organisation may have observed reduced resistance to change, in which employees may have demonstrated increased motivation and engagement.
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Figure 2: Kotter’s 8-step Change Model (Laig and Abocejo, 2021, p.36).

While Kotter’s model provides a progressive structure for change, CIPD (2024a) claims the model lacks evidence on whether Kotter’s model works in practice. Additionally, if Chaffinch group were to use it, it is advised to use in conjunction with other tools. For example, to better manage change whilst utilising Kotter’s model Chaffinch Group could use tools like questionnaires and structured checklists focusing on each specific step of transition (CIPD, 2024b).

Additionally, the use of Lewin’s three stage model of change could also support Chaffinch Group’s transition by guiding staff through a three-stage process; unfreeze, change and refreeze. 
[image: A diagram of a change process
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Figure 3: Model of organisational change, Kurt Lewin’s three steps model (Hussain et al., 2016, p.126).

During the initial unfreeze stage, organisational leaders must prepare employees for change by challenging existing assumptions, raising awareness to the benefits of change and addressing concerns about the transition to a larger organisation (CIPD, 2024a). Following the change stage will involve Chaffinch Group introducing new policies, frameworks, structures and procedures, for example, the digital care and AI systems. Employees will be provided with structured support through training to facilitate their adaption to their new roles and expectations of the evolving organisation (Raza, 2024). Finally, the refreeze process involves embedding and sustaining the permanent change (CIPD, 2024a). To ensure Chaffinch group manage this phase effectively they could implement aspects of employee voice through performance reviews to gain feedback and to encourage leaders to reward their employees and celebrate success (Raza, 2024). 

AC 2.4

Following the organisational transformation of Calamere House, employees experienced significant change that affected and disrupted roles, practices, values and relationships. The experience of change can be understood through the Kuber-Ross Change Curve which can be partitioned into five psychological stages: 1) Denial, 2) Anger, 3) Bargaining, 4) Depression 5) Acceptance, which analyses human behaviour during a crisis (Lindblad, 2022).
[image: A diagram of a process

AI-generated content may be incorrect.]


















Figure 4: Kübler-Ross Change Curve (Malone, 2018, p. 37).
	
Initially, employees demonstrated behaviours like shock and denial, characterised by uncertainty and resistance following the disclosure of Kirsten’s decision to sell Calamere House to Chaffinch Group. According to Chavan and Bhattacharya (2022) this stage is generally temporary, however, research proves it may take time for employees to process such unexpected and devastating news. The source continues to describe employee’s behaviour as defensive during this time of disbelief. 

The following stage of Kübler’s Change Curve highlights that employees may feel frustration at the prospect of change which usually develops after a shock (Malone, 2018). It is clear from analysing the case study that the change to a hierarchical bureaucratic structure under Chaffinch Group’s ownership produced a high level of frustration and anger. Chaffinch group introduced rigid policies and procedures, which replaced Kirsten’s previous informal, values driven practices. These organisational changes depersonalised the environment and ethos of Calamere House, therefore, negatively impacting employees’ engagement, passion and professional fulfilment. 

Overtime, employee morale deteriorates, aligning with the lowest stage of Kübler’s Change Curve, specifically the phase of depression. According to CIPD (2024a) this can be the most difficult period. During this stage it is evident that employees at Calamere House feel hopeless, unsupported and demotivated, such pressure drove staff to leave. 

Although some employees attempted to experiment through persisting with organisational change, the continued loss of former colleagues had a detrimental impact on absence, workload and extending working hours. Leaders at Chaffinch Group could have used this opportunity of experimentation following the loss of several colleagues, to request feedback allowing present staff to express their concerns to determine the cause of high employee turnover and increased sickness absence (CIPD, 2022). Malone (2018) agrees, she states this period should involve rewards to celebrate the experimenting behaviour. 

To conclude, it remains unclear whether employees decided to leave following the experiment stage or to integrate the change, but what is evident is that the change in ownership was neither positive nor effectively managed.

AC 2.5 
[image: A graph of negative impact of work on health

AI-generated content may be incorrect.]Employee wellbeing at Calamere House can be influenced by a range of factors, but two significant factors are workload and workplace relationships. Young and Tong (2025) state, excessive workloads, and poor working relationships with colleagues correlate with poor mental and physical health. The graph below proves 69% of workers report that excessive workload is having a negative impact on their mental health and 75% report that poor relationships with colleagues is also having a detrimental impact (Young and Tong, 2025).

Figure 5: Drivers of negative impact of work on health (Young and Tong, 2025,
p. 31)

Increased levels of workload play a central role in shaping how employees feel about their jobs and their ability to perform effectively (Sayin et al. 2021). High workload can lead to burnout, which is a physiological reaction to chronic work stress, therefore, it is important for organisations to address these problems to decrease stress levels and promote employee wellbeing. As well as employee well-being, literature surrounding the health care sector shows that increased employee workload can increase violent behaviour of residential patients when they subsequently feel neglected and not effectively cared for (Sayin et al. 2021). 

Secondly, relationships with colleagues play a pivotal role in shaping employee wellbeing at work. “The level of success we achieve at work is in direct proportion to the quality of our relationships” (Klaasen, n.d, p. 1). Nevertheless, having inadequate working relationships can have the opposite effect. According to Acas (2025), two in five people in the UK experience conflict at work, where conflict was most common amongst managers and colleagues. The graph below proves the significant consequences of unresolved workplace relationship issues, demonstrating why it is essential for Chaffinch Group to address these concerns (Acas, 2021b).
[image: Bar chart showing that the most common reported impacts of conflict were stress, anxiety or depression, and reduced motivation and commitment. More information is in the surrounding text.]









Figure 6: Reported Impacts of Conflict (Acas, 2021b, p.1)

As Calamere House are not generating the anticipated income it is important to address these conflicts, as statistics prove workplace conflict costs UK employers £28.5 billion pounds annually. Financial consequences that can arise from poor workplace relationship and unresolved conflict (Acas, 2021b). For Chaffinch Group, the impact of excessive workload and poor relationships can impact not employees alone, but patient care and customer satisfaction (Hasin et al, 2023).

AC 3.1 

At Calamere House, employee retention is critical to sustaining high levels of customer service, organisation performance and wellbeing. The employee lifecycle involves six chronological stages: attraction, recruitment, onboarding, development, retention and separation (Burke, 2019). 
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Figure 7: A typical lifecycle model (Smith and Mitchel, 2022, cited in Taylor and Woodhams, 2022).

CIPD (2025g) state the importance of understanding potential push and pull factors which may be affecting retention at Calamere House and how support from the people manager, recruitment advisor and employment relations case advisor is essential. 

	Pull factors at Calamere House
	Push factors at Calamere House

	· Supportive leadership
· Career development opportunities
· Recognition
· Focus on well-being
· Flexible working options
· Use of employee voice
· Positive organisational culture
	· Poor management
· Lack of recognition
· Excessive workload
· Negative working relationships
· High staff turnover
· Lack of communication
· Loss of culture



Figure 7: Potential push and pull factors at Calamere House (Author, 2025).

In reference to case study, Kath’s autocratic management style is particularly direct and lacks compassion. To support the retention stage Kath must build strong workplace relationships through clear communication, empathy and recognition of progress and achievements, resulting in creating a safe environment where employees feel valued and heard (British Council, 2023). This approach offers an inclusive and supportive climate which enhances trust and passion, where employees are more likely to remain motivated and committed to their organisation (CIPD, 2024d). 

The recruitment advisor supports retention at Calamere House by hiring candidates who align with their organisational values (Young and Tong, 2025).  Although Muller-Heyndyk’s (2019) source is over six years old, the author emphasises the importance of a ‘cultural fit’, meaning how well a person’s values, beliefs and behaviours align with an organisations culture. Therefore, if Chaffinch Group had recruited individuals whose behaviours and values align, this may minimise challenges and result is low turnover of employees at Calamere House. 

Finally, the Employment Relations Case Advisor can support staff with targeted interventions to significantly reduce the likelihood of employees taking time off work due to a stress related illness (CIPD, 2025f). Taking proactive measures through the implementation of reasonable adjustments, offering flexible working patterns and changes to individual workloads, will ensure staff at Calamere House are heard, understood and supported successfully (Hasin et al, 2023). Additionally, to minimise staff turnover and to create an employee retention strategy, it is crucial to investigate and collect data through exit interviews and surveys (CIPD, 2025g).

AC 3.2 

For Chaffinch Group to achieve full occupancy within six months, people practices must be vertically aligned with Chaffinch Group’s business strategy. Vertical integration in the context of people practices and Calamere House signifies that recruitment, rewards, employee relations and learning and development (L&D) must be directly aligned to Chaffinch Groups vertical strategic goal of filling 100% resident rooms (Tingsager and Smith, 2022, cited in Taylor and Woodhams, 2022). 

In relation to resourcing, people practices can help Chaffinch Group ensure they achieve their goal by recruiting qualified and skilled employees as this ensures employees are competent and will be able to deliver a safe and compassionate care (Rustiawan et al. 2023). Additionally, (CIPD, 2025j). emphasises that workforce planning is an effective mechanism to detect potential business challenges and workforce implications, in doing so, ensuring the desired workforce have the skills to achieve organisation goals.

Additionally, having an effective reward system at Calamere House, like recognition schemes, and performance bonuses, linked to delivering high quality service may motivate staff to contribute to Chaffinch Groups’ organisational goal of filling 100% of resident rooms within 6 months (CIPD, 2025i).

Strong employee relations at Calamere House are vital to achieving 100% occupancy. Effective people practices can strengthen relations by fostering open communication and inclusive policies which enhance wellbeing and engagement (Young and Tong, 2025). Additionally, embedding values such as respect, integrity and compassion strengthens not only workplace relations but residents and their families too (NHS Employers, 2024). Within the case study, it is evident that resident’s autonomy has been diminished; previously they had the chance to decorate their rooms. Restoring this authority would re-engage and retain residents.

The purpose of utilising L&D at Calamere House is to focus on developing skills and abilities within the workplace (Government Skills, 2025). The People team will utilise training, mentoring, professional development opportunities to fill skill gaps and to encourage a learning culture where employees remain motivated to deliver high-quality care that attracts and retains residents (Gore, 2024). “Proactively investing in skill development ensures your workforce is future-ready and capable of driving innovation and growth” (Gore, p.1, 2024).

AC 3.3 

High levels of turnover can negatively affect many aspects of an organisation, most notably employee engagement and overall workforce stability (CIPD, 2025g). To address the rising turnover at Calamere House, Kath must adopt a structured approach that draws upon consultation, stakeholder mapping and employee voice. 

	According to Smith and Mitchell (2022, cited in Taylor and Woodhams, 2022) stakeholder mapping will enable Kath to identify and prioritise groups with the greatest influence regarding why employee turnover at Calamere House has increased. The source continues to highlight that by recognising staff as high interest stakeholders, this enables consultation interventions to be directed to those whose engagement is most critical to the service quality and retention. 

	Direct consultation involves informal discussions or formal meetings with employees, whereas indirect consultation occurs through structured groups like consultative committees, working partiers or recognised trade unions (Acas, 2021a). In relation to Calamere House, Kath will be following the direct approach to consultation. 

To initiate consultation with employees, Kath could adopt a quantitative approach by implementing staff surveys as a method of collecting data based upon the issue regarding retention and turnover of staff. The survey may involve questions regarding staff morale, engagement, organisational support and workplace concerns. Surveys are effective data collection tools for capturing perspectives and experiences across an organisation (CIPD, 2025k). 

However, Kath must also acknowledge the limitations associated with this method. HR Zone (n.d) states, surveys can risk low response rates, desirable answers and may result in a lack of depth when analysing responses. Young and Tong (2025) reported that employee surveys are sometimes perceived as a ‘tick box exercise’ offered as a substitute instead of more meaningful and honest face to face meetings. In such cases, qualitative employee voice systems are underutilised, resulting in leaders receiving limited insights from employees. Finally, surveys risk saturation, due to being overused and therefore producing repetitive responses, limited insights, disengagement and failure to capture real employee perspectives (HR Zone, n.d).

However, CIPD (2025k) highlights the importance of using a variety of methods as they all have different strengths and weaknesses, therefore, alongside surveys, Kath could also use employee interviews as a tool to gather qualitative data alongside surveys. Qualitative research methods are seen to have improved outcomes as they provide depth and offer higher levels of understanding regarding employee experiences (CIPD, 2025k).

Interviews provide structured opportunities to learn, listen, encourage dialogue, and build trust to involve employees in the organisational decision making (Acas, 2021a). However, interviews during staff consultation can be extremely time consuming, prone to bias and may discourage full honesty if confidentiality is not assured (Barraza, 2023).

In conclusion, consultation requires open-mindedness, where Kath and other leaders at Calamere House must collectively consider employee input to support the next steps of decision-making (Acas, 2021a).
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Artefacts
The visible
 environment
 of a firm. 



Espoused Values
The reasons, drivers and rationalisations regarding why members behave the way they do.


Underlying Assumptions
Unconcious beliefs that determine how members percieve, think and feel. 
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Figure 27: Drivers of negative impact of work on health
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