


Executive Summary
	Developing workplace relationships at Sainsbury’s is essential to the company. Human relationship management defines the efficiency and productivity of the business organisation. Furthermore, it supports retention strategies of workers. Training and development are important to achieve organisational objectives of the company. There is a wide variety of career progression opportunities for all workers at Sainsbury’s. Feedbacks are utilised for improvement and innovation for the company and individual as well. There is a structured method of recruitment and promotion of employees to ensure the number of right people at the right time and at the right place. This would guarantee the consistency of efficiency and performance. Lastly, personal development plan (PDP) enables individual to determine key areas of learning and development to improve performance and pave path for personal career development.
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[bookmark: _Toc7430470]1.0 Introduction
	Sainsbury’s is considered as the market leader of retail business in the UK after ASDA merger with a combined market share of 31.2% in the United Kingdom. It employs more than 330,000 colleagues who labour hard for its customers by rendering world class service with great products at a competitive price. The company has more than 2800 stores nationwide and about 20 depots. Furthermore, the colleague who feel that Sainsbury’s is a great place to work is 72%.  In a competitive market of retail industry, the staff turnover is 25% however in Sainsbury’s, it is about 18% which is lower than national average. The values of the company are strengthening relationships with stakeholders, building trust, minimise operational expenses, and ‘attract and retain’ talent in a competitive marketplace.  (Sainsbury's, 2018).
[bookmark: _Hlk5657460]	This case study demonstrates the critical assessment of the advantages of Sainsbury’s employees and the business organisation on its personal employee training and developments. Moreover, appropriate tools and techniques adopted by Sainsbury’s to achieve organisational goals are to be examined. This comprised of looking at organisation’s culture on developing working relationships and workplace achievement. Establishing a strong culture is a broad and long procedures starting from recruitment, selection of employees, induction and motivating workers to stay in the organisation. In addition to this, the impact of innovation and technology are going to be considered in the operational and strategical operations. Furthermore, there is a personal development plan included in the report to critically evaluate learning and development needs of an individual. 
	Human resource management (HRM) is the foundation of entire activities of management of human resources. According to Armstrong(2009, p4), “HRM is a strategic, integrated and coherent approach to the employment, development and well-being of people working in organisations”. The basis of management is hiring the right person at the right place and at the right time so that the company prospers, and employees succeed. HRM can be described as the entire process of recruiting, selecting, inducting new employees, facilitating training and development, assessing employee performance, motivating employees and ensuring welfare of employees as shown in the figure 1 below. HRM has management functions such as planning, organising, directing and controlling. It assists on achieving organisational goals and employees’ objectives as well (Torrington, et al., 2017). Human resource management plays a major role on developing relationship and workplace achievement. 
[image: ]
Figure 1
(Torrington, et al., 2017)
[bookmark: _Hlk7422544]	 Good working relationships are beneficial to employees to have a better understanding on their opinion and their ways of doing things. Moreover, it enhances professional networking skills for career progression. Nevertheless, it is not only the workers who are going to be benefitted. The positive impact of creating a good working relationship for the company are enhancing decision for planning strategies, improving company reputation and increasing effectiveness of the business organisation (Maund, 2018).
[bookmark: _Toc7430471]2.0 Exploring the Relationship Between Job Satisfaction and Productivity
	Berger and Meng (2019) argues that when the workers are satisfied, the business is performing well. Nevertheless, many business owners do not comprehend this relationship, and only some has the knowledge to make their workers happy. With a deeper understanding on how to motivate people, it enhances performance that leads to more productivity on the business. Thus, it is essential to look on some motivational theories that may apply to Sainsbury’s.	
[bookmark: _Toc7430472]2.1 Motivational Theories
	Theories of motivation in a business organisation are created on explaining the idea of ‘motivation’. The driving forces that people work towards organisational goal is called motivation. The phenomenon of energy that is pushing employees to work at his/her optimum capacity even if there are many hindrances can be understood using motivational theories. Many companies are benefitting on understanding what makes people tick. This was the beginning of human relationship management which involves theories of motivation  (Piazza and Castelucci, 2014). Maslow’s theory and Herzberg's motivation-hygiene theory are to be examined on utilising at Sainsbury’s. 

[bookmark: _Toc7430473]2.1.1 Maslow Hierarchy of Needs
	Managing of individual in accordance to the hierarchy of needs of an individual was introduced by Abraham Harold Maslow who is a psychologist. The motivation process focuses on needs of an individual in the order of significance from basic needs up to the highest level of needs as shown in the figure below. The lowest level should be satisfied first before escalating to a higher level. The higher the level of motivation generally generates higher motivation to employees (Maslow et al, 1998)
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Figure 2
Source: Motivation and Personality by Abraham Harold Maslow
	The hierarchy of needs by Maslow are described as follows:
· Physiological – most basic needs such as food, water, breathing and sleep
· Safety – it includes security of employment, health and resources 
· Belongingness – it comprises of friendship, family and intimacy
· Esteem – it encompasses achievement, confidence, respect and self-esteem
· Self-actualization – it is the highest level of needs which are morality, acceptance of facts, self-fulfilment and realising full potential. 
	When it comes to Sainsbury’s, the corporate management is fulfilling the physiological needs and safety needs of its employees. Management is having a program to promote the organisation to be a great place to work by respecting and trusting each other. Moreover, great works are rewarded to appreciate amazing jobs in the company. Workers can also apply in the company portal which is known as ‘inside move’ for a higher position and change location of Sainsbury’s store. This would pave way for career progression and work-life balance (Sainsbury's, 2019). Self-actualisation is more difficult to achieve, and corporate management is having a difficulty to achieve this level because workers have different personal motives on joining the work-force at Sainsbury’s. Some are working to pay for personal expenses while studying. However, there are some employees who created a career on this company and some of the workers are still on the shop floor at the age of about 75 years old because of self-fulfilment. 
	Nevertheless, the main issue on Maslow’s Hierarchy of needs is that it cannot be examined empirically. The measurement of satisfaction of each level prior to moving up is not accurate. Meeting the needs of employees varies depending on the perception of workers. Thus, it can be an effective tool for motivation. However, there are some barriers on understanding when to move to a higher level because the reaction varies on different workers.
	

[bookmark: _Toc7430474]2.1.2 Herzberg Motivation-Hygiene Theory
[bookmark: _Hlk5644117]	Frederick Herzberg discovered  that satisfaction of employeesis a vital aspect on the motivation of employees. Moreover, there are also some dissatisafaction factors that should be realised so that individuals are not demoralised. However by attaining it, the satisfaction is not be affected. The evaluation of satisfaction and dissatifaction factors can be attributed to Herzberg motivation-hygiene theory (MindTools, 2019). For the application of theory at Sainsbury’s, the first part is to identify dissatisfaction in the workplace. Afterward, the next part is improving satisafaction in the workplace. 
Removing dissatisfaction of workers at Sainsbury’s
· Ensuring that salaries are reasonable and arriving on time
· Having a work-life balance
· Safe and clean working environment
· A culture of mutual respect in the workplace
· Avoid micromanagement
Creating environments for satisfaction of workers	
· Key or high performing employees are offered a career progression 
· Recognising an employee going for an extra mile of work or service
· Financial incentive on meeting objectives of the company 
· Extending paid holidays from 6 weeks to 8 weeks
· Giving 10% discount to its workers when buying to Sainsbury’s stores
· The salary increases from £9.20-£9.80 per hour in London area
	By removing dissatisfaction and creating satisfaction by enhancing working environment, management can build better ways to motivate employees. However, due to different financial situation, age bracket, personal situation of workers and mind set of employees at Sainsbury’s, hygiene factors and motivators on each employee may differ on each other. This may cause difficult to implement. Thus, the motivation utilising this theory varies from one person to another. 

	The combination of Maslow’s and Herzberg motivation-hygiene theories in the practical application in Sainsbury’s are vital on understanding the motivation of employees. There are many programs and incentives focusing on making the company a great place to work. Since most of the workers are the frontline or face of the companies, motivated workers are key for quality customer service and optimum performance. 
[bookmark: _Toc7430475]3.0 Managing Career Pathways and Progression of Workers
	The analysis of work, job description, skills in the workplace and competencies is one of the most significant techniques in human resource management. It is of primary essential in recruitment, selection and career management of potential employees (Armstrong, 2009). One program of Sainsbury’s is offering IT graduate trainee. The graduate scheme rendered an opportunity for people to work in a continuously evolving world of technology. There is a huge opportunity for IT graduates who are qualified, and it is one of the best companies to start a career due to constant challenges and opportunities. Moreover, there are retail programmes of the company to have a career development such as bakery, fish, butchery, hospitality, retailer level 2, management level 3, retail management level 4 and operations manager level 5. Furthermore, logistic programmes of the company include management level 3, Operational Management Level5 and acquisition of large goods vehicles (LGV) license (Sainsbury's, 2019)
	The platform for job application at Sainsbury’s is online utilising its official website. When a job applicant enters into company website, there is an information about the location and job description vacancies before submitting job application. Afterwards, there is an online test like psychometric, situational judgment or aptitude test depending on the job specification. Consequently, after filtering out potential applicants, HR department calls candidate for face to face interview. If the applicant does not fit for the role, the applicant receives an email for unsuccessful application. However, if the applicant is successful, there is an invitation for induction through email and telephone call (Sainsbury's, 2019). 
	When it comes to an employee who is currently working in the company, promotions and transfers are done using the company portal which is called ‘inside move’. The recommendation of the store manager, line manager or area manager is vital to process the application successfully. Furthermore, qualification and performance are evaluated by the HR department.

[bookmark: _Toc7430476]4.0 Performance Management and Succession Planning
	Performance management is an essential HRM process that offers the foundation for enhancing performance. It is a systematic process for the improvement of company performance by developing the performance of individuals and team by defining objectives of the company and the methods to achieve it. The primary objective of performance management is to develop the ability to meet or even exceed expectations for the benefits of the workers and to the business organisation.  Constantly monitoring of performance is not easy at Sainsbury’s. Tools and techniques are necessary to gather data on sales, customer services and achieving organisational goals. Furthermore, it provides constructive feedbacks to employees. The assessment leads to analysing future requirements to improve or sustain activities (Herman, 2009).
	(Smith, 2012) states that human resource planning (HRP) presents an accurate estimation of the number of workers with matching skills specifications to achieve and sustain organisational objectives. It provides consistency or even improvement of company performance when employees leave due to retirement or other reasons. Due to the effect of evolution of technology on job specifications at Sainsbury’s, it is more difficult to assess the organisational requirement in the future. Moreover, prior to embark on the methods of succession planning, it is important that HR employees need to identify the difference between employees who have high potential and employees who are performing well. High performing employees may not be interested on leading team. Leadership skills are not related to high performing employees like meeting the target on time and offering an excellent customer service in the store. An example to illustrate this is that it is not necessarily the best in customer service at the till is the potential candidate for promotion. Probably, the worker at the till enjoys more om serving customers rather than managing people. 

[bookmark: _Toc7430477]5.0 Organisational Structures
	Every business organisation is designed in a particular structure depending on the objectives of organisation. The way it has been structured is going to establish operational procedures of the business. A hierarchy inside the organisation can be identified by organisational structures. The two most common types are flat structure and hierarchical structure. However, due to the dynamic nature of the business organisations, matrix structure is sometimes utilised by many organisations.
	For new projects or launching a new store, matrix structure is the most appropriate design to be used. However, for normal operation of the business at Sainsbury’s, hierarchical structure has been the way to conduct its daily routines. Duties and responsibilities are clear and well-defined. Moreover, there is a multiple layer to signify a long chain of command. Workers are ranked at various levels within the organisation and it has a long chain of command from CEO going down to customer service assistant. However, this structure has slowed down deciding and issues on communication on different department is not unusual. Recently, management empower employees to increase in colleague responsibility level and top management is reaching out to communicate to minimise the negative impact of hierarchical structure. There is a common platform, ‘yammer’, exclusive for all Sainsbury’s workers to comment and suggest improvement for the business. Top management level has an open-door policy for complaints and suggestions. General manager of the store can have an informal conversation about daily operations, suggestions or advise with a customer service assistant. Although the company has hierarchical structure as shown in the figure below, the company is flexible to have a flat organisational structure in terms of feedbacks, employee complaints and suggestions. 

Organisational Structure of a typical Sainsbury’s Local

Figure 3

[bookmark: _Toc7430478]6.0 Assessment of Staff and Performance Appraisal
	Performance review of each employee is done twice a year and key performance indicators (KPI) of each store has been evaluated every 4 weeks and there is a quarterly report of the company performance to monitor the progress and development of the business. There is a one-on-one conversation every six months about the behaviour of employee and its progress on punctuality, absences and meeting company targets. The performance review can be used for promotion and career progression. KPI of the company is based on reaching target sales, within waste disposal budget, customer rating of stores and stores opening and closing on time. Furthermore, store can be assessed by a mystery shopper every 4 months to monitor customer engagement, availability of products and cleanliness of store (Sainsbury's, 2019). At Sainsbury’s, there are company targets to achieve. As a result, the company is utilising SMARTER as a guide to make goals clear, executed properly and can be improved. SMARTER stands for:
· S – Specific
· M – Measurable
· A – Achievable
· R -Relevant
· T – Time bound
· E – Evaluated
· R – Reviewed
	For example, the maximum queue time at the till inside the store is 5 minutes inside store. The goal is specific and measurable. It can be attained by having a system of employing enough customer service assistants during peak hours of the business. It is relevant to the business because most customers do not like to wait because of busy modern lifestyle. The critical time is during busy periods. Consequently, it can be evaluated and reviewed for improvement.

[bookmark: _Toc7430479]7.0 Methods of Supervision
	Supervision can be categorised on two contexts which are element of direction and monitoring the activities of employees. Supervision serves to promote effective communication, motivation and performance evaluation and improving it. Supervision at Sainsbury’s can be realised by personal interaction, periodic reports, and using WhatsApp group of a particular store. Face to face engagement to employees is the usual way to supervise people at Sainsbury’s. Supervisor can monitor directly the performance of an individual by setting goals. For example, replenishment of sandwiches should be done before 8:00 am and filling up all the gaps of in-store bakery before 10:00 am. Weekly reports on the progress of achieving the sales target are communicated by posting the target sales and actual sales on the bulletin board. Anything that is related to the company can be seen in WhatsApp group. It could be a job well done or things that need improvement. Moreover, even the proper rotation of fresh products is posted if it is not done properly for the awareness of the team (Sainsbury's, 2019). 

[bookmark: _Toc7430480]8.0 Methods to Ensure Fair and Objective Assessment
	The feedback from line managers to subordinates at Sainsbury’s is a normal practice for many years. Performance review which includes feedbacks are done every six months. However, for new employees, it is scheduled after three weeks and after three moths of working to pass the probation period. Even if the company has a hierarchical structure, it adopts a 360-degree feedback to have a different perspective from different individuals. It is also known as multi-source feedback due to many sources of feedbacks unlike the traditional one which is receiving a feedback from immediate superior. In a 360-degree appraisal, the feedback comes from different sources such as manager, subordinates, colleagues and even customers (Armstrong, 2009). Customers are empowered by the company to leave a comment or feedback in the official website of the company. The big change of Sainsbury’s is that it evaluates the management twice a year from customer service assistant about their respective performance as a manager. There is a questionnaire about treatment of employees by the manager, focusing on organisational goal and on assisting employees to move upward in the company. There is an option for writing the name of the one who is giving the feedback or not. This feedback system is beneficial for the company. Nevertheless, there are some loopholes to address such as giving honest feedback; stress involved on giving and receiving feedbacks; and people are demotivated if no action is done after complaining. These disadvantages can be minimised if there is an active support from the top management and commitment by everybody to innovate and change for the improvement of productivity and performance. 

[bookmark: _Toc7430481]9.0 Ways of Monitoring, Evaluating and Recording Individual Feedback
	Monitoring and evaluation are a continuous system of learning journey to improve by assessing performance comparing to company objectives or targets. It is important to record feedback to compare with the actual result. Feedback is an essential management skill. The purpose of feedback is to promote strong culture, supporting others in their development and to learn from daily activities. At Sainsbury’s, the company is implementing BOFF model for giving individual feedback. BOFF stands for behaviour, outcome, feelings and future (Sainsbury's, 2019).
BOFF model for giving individual feedback
	Behaviour
	What happened?
Describe the facts and observable behaviours
	

	Outcome
	Describe the impact
 – the effect
	

	Feelings
	Describe how you feel as a result

	

	Future
	Ask them what they (with your help) can do about it
	


Figure 4
	The BOFF model as shown in figure 3 can be used for personal monitoring and feedback.  Behaviour is what actually happened such as lack of communication on which cages haven been worked out for replenishment. Outcome is the impact it had like some of the deliveries may not be displayed due to not communicating with other team members. Feelings are personal connection to this individual’s behaviour like disappointed or not happy because of poor performance. Lastly, it is essential to agree future actions to recover positively from the situation such as communicating with the other team member to put a tag or identify the cages that have been worked out. It is important to remember that feedback should be based on first-hand experience and should be based in fact (Sainsbury's, 2019). 
[bookmark: _Toc7430482]10.0 Performance Review and the Significance of Confidentiality
	Sainsbury’s wants all employees to give their best and to be able to attain their career goals. It can be done by managing performance and development three times a year. There is a program at Sainsbury’s which is called ‘Be your best week’. During this week, there is an employee engagement to the management about the performance review and series of activities that focus on careers and development of individual. It is normally done utilising face-to-face conversations about behaviour, attitude, meeting company objectives, strengths and weaknesses of employees for the past few months. The performance assessment record is confidential and only the manager and the employee have access on it. Sainsbury’s can act accordingly if there is a breach of privacy for the protection of the company and its employees (Sainsbury's, 2019).

[bookmark: _Toc7430483]11.0 Learning Styles and the Availability of Training/Development Opportunities
	The preferential method to grasp, process and understand information to acquire knowledge and skills is called learning style. It varies from one individual to another. Hence, it is vital for the company to understand various learning style so that the training and development of every individual can be managed efficiently. One model of learning styles which was developed by scientists and psychologists to understand various ways that employees learn best is the VARK model which stands for visual, auditory, reading/writing and kinaesthetic. Every person is different on learning things. When it comes to educating people, knowing how to engage with them by the application of understanding learning styles of individuals and applying to reach out with four learning styles. Visual learners prefer to visualise the relationship between concepts by utilising charts and graphics. While auditory learners favour to hear information out loud. On the other hand, reading/writing learners interact with text through handouts, quizzes or anything that involves reading or writing. Whereas, kinaesthetic learners prefer doing things in order to learn something (Morgan, 2017). Moreover, the learning curve as shown from the figure that that time is dependent on the performance up to a point that it reaches the maximum capability of an individual. It could be different from one individual to another and methods used on presenting to acquire new skills (Chambers and Johnson., 2014). 





Learning Curve
[image: ]
Figure 5
Source: (Chambers and Johnston, 2014)

	There is a continuous training at Sainsbury’s after the induction and it covers health and safety, food safety and other legal requirements. Trainings are short term set of instructions such as using the till, operating the baler, till operation and many more. The training program can be from 1 hour to few days. While development is a long-term objective by an individual to acquire new skills that may be potentially needed on the future like leadership skills and problem-solving skills. Development is not always for promotion but by assisting individuals to be satisfied and efficient on their present role. 
[bookmark: _Toc7430484]11.0 Effective Communication of Personal Feedbacks
	After collecting and collating all the information about the employee. It is best to discuss about employee’s strengths, development areas and aspirations. At Sainsbury’s, the company is doing it at least three times a year. The setting is not necessarily formal. For example, the colleagues who want a performance catch up, the manager could use conversation over a coffee. The discussion is about things that employees should stop doing, continue doing it and what employees should start doing. There may be instances when workers are not meeting the performance standard, in this case employees need assistance or guidance. 

[bookmark: _Toc7430485]12.0 Hiring Strategies and Career Development
	Sainsbury’s has a company policy of not accepting CV inside the store. Potential applicant needs to apply online on company website and answer a multiple-choice situational judgment test about management or customer service depending on the position the individual is applying. If the HR team assesses that the applicant is suitable for the role, HR representative is going to call and e-mail the applicant for interview. This process may minimise job mismatch and ending up on hiring the right people. 
	Every employee at Sainsbury’s has the opportunity to succeed and progress. When thinking about developing an individual, the company can offer a range of opportunities. It begins on looking for colleague to progress such as meeting the company objective, being a role model on company values, can communicate well with colleagues and customers and taking initiatives for the company. 

[bookmark: _Toc7430486]13.0 Personal Development Plan (PDP) 
  	Morgan (2017) argued that personal development plan (PDP) are set of personal intentions to develop and enhance skills for the progression of an individual. The advantages of PDP is to offer sense of direction and focus on it to realise the plan. Development is not all about promotion. It could be acquiring new skills to be more efficient and render job satisfaction. The Sainsbury’s development structure is about GROW which stands G in goal, R in reality, O in Options and Way forward as shown in figure 5. This may help individual to focus on goal. It is significant that an individual is held accountable for the consequences as a driving force for personal development (Rogers, 2019).



PDP Process Model at Sainsbury’s
[image: ]
Figure 6
Source: (Rogers, 2019)
	By having my own PDP as shown in the tables below, it is vital that it should be SMART. The acronym SMART stands for Specific, Measurable, Achievable, Realistic and Time Bound. The SMART tool is also efficient on creating PDP to enhance the chances to be fulfilled (Wilkinson and Lumley, 2014).  Personal goals are specific such as to be a CTM, deputy store manager and store manager. It can be measured by setting up a success criterion like promotion or career break. However, it is not easy to achieve because there are actions required and resources needed that require discipline and patience. Furthermore, there are realistic target dates to realise the plan. My PDP is aligned with the Sainsbury’s development plan for an individual. 






Personal Development Plan
	Name:
	William Fernandez
	Student Number:
	1707878


[bookmark: _Hlk7419283]Planned Outcome
	Personal Goals
	Actions Required
	Essential Resources or Support 
	Success Criteria
	Target Dates on reviewing and completing

	Customer Trading Manager (CTM) in Sainsbury’s
	∙Search for a mentor who had been a CTM before
∙Request for personal assessment and feedbacks
∙Look for opportunities for trainings and developments
	∙Support of my line manager
∙Professional Networking
∙Family Support
	Successful promotion or career break 
	1 October 2019



	Personal Goals
	Actions Required
	Essential Resources or Support 
	Success Criteria
	Target Dates on reviewing and completing

	Deputy Manager of Sainsbury’s or other retail company
	∙Search for a mentor who had been a deputy store manager
∙Improve my leadership skills and management skills by shadowing a deputy store manager
∙Request to the company for training and seminars for management level
	∙Support from a higher management level
∙Complete my BA in Leadership and Management course at UWTSD
∙Professional
networking 
	Successful promotion or career break
	1 October 2021



	

	Personal Goals
	Actions Required
	Essential Resources or Support 
	Success Criteria
	Target Dates on reviewing and completing

	Store Manager in Sainsbury’s or other retail company
	∙Search for a mentor who had been a store manager
∙Continuously attending seminars and trainings to enhance my managerial skills
∙Obtain a recommendation from my area manager
	∙Support from a higher management level
∙Finish my master’s degree in business administration ∙Family Support
	Promotion or career break 



	1 October 2023


[bookmark: _Toc7430487]
14.0 Conclusion
	Developing effective working relationship is essential to the performance of the company on productivity and employee turnover. It deals on evaluating the link between job satisfaction and productivity by utilising motivational theories such as Maslow’s Hierarchy of Needs and Herzberg Motivation-Hygiene Theory. The higher the motivation level of an individual means the greater its sustainable productivity. There are many opportunities for career progression at Sainsbury’s depending on the interest and skills of an employee. To provide consistency of service from the present situation up to the future scenario, HRP provides an accurate information on the resources and strategies to have a sustainable business organisation. Sainsbury’s has hierarchical organisational structure. However, the company is not rigid to when it comes to feedbacks, employee complaints and suggestions. Sainsbury’s is utilising 360-degree feedbacks which come from manager, colleagues and even customers to ensure fair and objective assessment. Moreover, it paves way to innovation and creativity. The company has a structured style, BOFF Model, to render individual feedback to determines what needs to be changed, what needs to be stopped and what needs to keep on doing. Training and development are given at Sainsbury’s depending on the duties and responsibilities of an employee. Furthermore, it opens an opportunity for career progression. Hiring and promotion are always done online to ensure fairness and minimise job mismatch. PDP is a tool to guide an individual towards a successful and achievable career development. Thus, enhancing workplace environment by developing relationships and career development of employees are essential to the performance and sustainability of the company and its workers.
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