Anna Curtis – 2311852 (Cohort 8)
CIPD membership number: 88280658
Organisational performance and culture in practice
Word count: 5004 inclusive of the + 10%

1. [bookmark: _Hlk130572615]Evaluate the advantages and disadvantages of the organisation structure in your organisation (or an organisation with which you are familiar) and evaluate the advantages and disadvantages of one other organisation structure. Within the evaluation, you should include the reasons underpinning the structure. (AC 1.1) 

Admiral Insurance has a functional organisational structure. A functional structure is where employees are grouped into different departments based on areas of expertise. For Admiral this would be Claims, Sales, Customer Loyalty and Support departments etc. It can be argued, ‘an organisational structure is essential for operating a successful business, as it allows for effective management and productivity’ (Indeed, 2023). Amazon follow a hierarchical organisational structure. A hierarchical structure is where the most senior person occupies a sole position at the top of the pyramid. As suggested by Taylor & Woodhams (2022, p.56), a traditional approach is to form a hierarchy with a leader at the top. 
Please see below the advantages and disadvantages of both structures:
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Expanding on a disadvantage of the functional structure, “The vertical separation of divisions and teams can lead to the creation of 'organisational silos' - a mindset where one team hesitates to share information or knowledge with other teams within the same organisation” (Indeed, 2023). This can be said for Admiral, because in some areas or departments they don’t share best practice as well as they could do. By working in silo, they are isolating themselves from being able to progress. One area may have a successful strategy for attrition rates, and unless this is shared across the group, the company can suffer and slow to develop. However, Taylor & Woodhams (2012, p.56) claim that these specialist roles and responsibilities relate to achieving functional goals, which ultimately coincides with achieving the business strategic goals. It can work well if they break away from retaining knowledge within each function. 
	With Amazon following a hierarchical structure, this gives them clear lines of authority and communication. This structure relies on a vertical chain of command. Large companies like Amazon typically adopt this approach to better accommodate their size and ensure lines of authority are transparent. ‘Hierarchical demonstrates layers of management below reflecting a subdivision and with each layer line managing the layer below’ (Taylor & Woodhams, 2022, p.56). This promotes a clear progression path for its employees to climb the ladder. 

2. Analyse connections between your organisation’s strategy (or an organisation with which you are familiar) and its products or services, and customers. (AC 1.2) 

A business strategy is initiatives organisations put forward to align with their business goals. This should give us a better insight into what the company is looking to achieve. Former CEO and founder of Admiral Insurance Henry Engelhardt had a mission statement of, “Those who enjoy what they do, do it better” (Admiral, 2024). Engelhardt promoted a clear positive culture, which saw the company thrive. ‘The business strategy centres around an organisation’s goals and how these will be achieved’ (Taylor & Woodhams 2022, p.43).
Admiral’s strategy:
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Fig 1. Admiral.com 
One third of Admiral’s strategy is business diversification. Whilst Admiral has been a very successful motor insurer, recently being named No.1 Best Big Company to work for in the UK, it’s essential they diversify into other products to ensure continued growth against their competitors. The positives of this are they won’t be pinning all their custom on car insurance. Especially in the future with driverless cars, there won’t be a need for as many car insurance policies. They are diversifying out into household, pet and travel insurance and loans. It can be argued that those offshoots are still in their infancy and need a lot of work, to become as remotely successful as the car insurance product.  These biproducts can benefit their customers directly for those who wish to have multicover. For example, both their car and home insurance under one policy, renewing on the same date and potentially bringing a more competitive price. This part of their strategy is directly linked to their customers, as they wish to ‘increase customer engagement’ and make the renewal process easier for the customer. 
	The CIPD (2023a) state, ‘A good business strategy is informed by its people and most organisations recognise that people are fundamental and are often referred to as their most important asset’. At the heart of Admiral’s strategy is the customer and the team. Another of Engelhardt’s motto’s being ‘customer customer customer’. For the customer to be able to receive the best service possible, the staff must be in the best position, well looked after and motivated to do a great job. This comes back to the culture from within the company. Whilst Admiral have based their success around the culture from within, it is plausible that, this culture has become somewhat diluted post-pandemic due to hybrid working. CIPD podcast on hybrid working (2023b) echoes this, ‘The more we work alone, the more we risk losing the glue that shapes the organisation.’

3. Analyse three external factors or trends currently impacting your organisation (or one with which you are familiar). The impact of these factors or trends could be positive, neutral or negative, some are short-lived whilst others are long-lasting. Identify organisational priorities arising from the factors or trends analysed. (AC 1.3) 

To analyse three external factors impacting Admiral insurance, a Pestle analysis has been completed for informed decision-making. The CIPD (2023c) believe using this ‘can give organisations a well-rounded view of their external environment, as it covers a comprehensive scope of factors including political, economic, sociological, technological, legal and environmental’.
Three external factors:
Economic – Inflation
Inflation can highly impact the car insurance industry, including increased repair costs and consumer affordability. As repair costs and replacement parts rise, insurance companies may face increased claim costs, leading to potential increase in premium costs, to maintain profitability. If insurance premiums significantly increase due to inflation, this may prompt customers to compare the market for the best price premium, rather than auto renew. This can have a potential negative impact on the industry long-term. To help combat this, insurance companies will need to continue to evaluate and assess their strategies to be ahead of the evolving economic landscape. 
Social – Post pandemic lifestyle changes
Post pandemic we have seen significant changes in lifestyle and work patterns, which has impacted the car insurance industry heavily. With more companies adopting hybrid working, this has resulted in many workers, working from home 50-100% of the time. Therefore, we have seen less cars on the road and cars per household drop to accommodate this new working pattern. Less cars on the road equates to less car insurance policies bought. Whilst some workers no longer need to commute daily, this also sees a downturn in accidents and claims. Initially this had a negative impact on the industry, as we move forward, lifestyle choices continue to evolve, and we are seeing a shift in more people return to office to promote better performance and a more positive culture at work. As long as insurance companies continue to adapt and remain agile, this could be a short-term impact. This will enable the insurer to better position themselves in the evolving environment. 
Legal – Impact of Brexit
Regulatory changes have impacted the car insurance industry following Brexit. The UK now has the autonomy to set its own regulations. As a result, insurers may need to adapt to new rules and standards. The cost of premiums and claims could be impacted by the changing currency value of the British pound and the euro. This may also affect the overall financial health of insurance companies. However, the Guardian (2023) argues, “It should be remembered that British factories built only 775,014 cars during 2022, the lowest annual figure since 1956. Production fell 9.8% from 2021 and declined 41% from 2019. The government is to blame for torching the industry far more than Brexit, but quitting the EU has played a part.”

4. When setting out its view on automation, AI and technology, the CIPD states, ‘Automation, artificial intelligence (AI) and other workplace technologies are bringing major changes to work and employment.’  Assess the scale of technology within organisations and how it impacts work. (AC 1.4) 

The use of technology, AI and robotics in the workplace is rapidly increasing. ‘A common view is that many jobs are at risk of being taken over by machines, potentially leading to large-scale job losses’ (CIPD, 2021). However, this is believed to be on the contrary. CIPD (2021) argue that ‘whilst there are risks, there are just as many opportunities to increase the number and quality of jobs.’ Technology is fundamentally changing the way organisations operate. 
Examples of the use of technology within the NHS are:
· AI is being used to search through patient data. The upsides of this are the speed created to search for this information, however the downside is these systems are capable of storing excessive data. Therefore, causing concern around the security of this data under GDPR guidelines. 
· Robotics being used as part of surgery. The upsides of this are, ‘Robot-assisted surgery is less invasive and appears to reduce patient recovery times. It’s also been suggested that robotic surgery may be easier for a surgeon to learn.’ (CIPD, 2021). However, this isn’t widely available yet, as it’s only available in hospitals that can afford such technology. 
· Automation being used for observation checks. It can be argued that this improves organisational efficiency, by reducing workload and allows less room for error. 

Examples of the use of technology within car insurers are:
· Voice analytics being used to monitor calls and detect complaints. This can help organisations understand customer behaviour. 
· Automation being used to generate and send standard letters to both customers and staff. This helps save time and resource. 
· Robotics is being used to automate routinely repetitive tasks, to improve on efficiency and speed. This can streamline business processes.

The above demonstrates technology can have a profound impact on the way organisations work. It can influence communication, productivity, collaboration, efficiency and overall improve service levels. ‘Employers reported that workers whose jobs are affected by AI and automation tend to see an increase in their autonomy, job complexity and are better paid’ (CIPD, 2021). Post pandemic era saw hybrid working soar and it was technology in the form of zoom calls and MS Teams that made the transition work. Regardless of where the colleagues work, it allowed for instant face to face communication, albeit virtually. 
5. Explain Edgar Schein’s model of organisational culture and explain one theory or model which examines human behaviour. (AC 2.1) 
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Fig 2. Mutomorro

Schein’s model is a vastly recognised model to understand and analyse organisational culture. The foundation of the model is the idea that organisational culture represents a set of collective assumptions, that shape behaviours across an organisation. The three levels of organisational culture identified are: Artefacts, Espoused values and Basic assumptions. 
	Schein (2010) argues that Artefacts represents the surface-level elements of culture that are easily observable. For example, dress codes, symbols, language, and physical environment. This represents the physical aspects you see and often the first things people notice when entering an organisation. 
	Espoused values are the values beneath the surface-level. These represent the organisation’s beliefs, philosophies, and principles that an organisation claims to embrace. These can be expressed in the form of mission statements, strategies and open communication. These values express the what we say aspect of culture. 
	Basic assumptions are the deepest level of organisational culture. These are the core beliefs and values that have become so ingrained over time, are often taken for granted by members of the organisation. These assumptions shape behaviours and decisions and represent the way things really are. The three levels are interconnected, any changes at any level, may affect the others. This model helps identify the visible and underlying elements that shape behaviour. Schein (2010) claims that changing organisational culture requires addressing these assumptions, rather than purely focusing on the surface level elements. 







Maslow’s hierarchy of needs:
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Fig 3. Masterclass.com

Maslow’s hierarchy of needs is a psychological theory that represents a hierarchical model of human needs and motivations. Maslow (1943) argued that individuals have a set of needs that can be arranged in a pyramid. The basic needs are at the bottom and high priority needs at the top. Maslow (1943) states individuals progress through these needs in order and that each need must be satisfied, before moving onto the next. 	
	Starting with physiological needs, the most basic human needs for survival, air, water, food, sleep. Until these basic needs are met, the next level motivators aren’t significant. Moving on to safety and security, this can include physical safety, financial stability, and health. Next love and belonging plays a key part. People seek connections. There’s a great need for social acceptance and intimacy. Once those relationships are formed, individuals strive for self-esteem and the recognition of others. Gaining respect from others in turn gains confidence. At the top of the pyramid, is the need for self-actualisation. This can represent personal potential, growth and a strong desire for personal development. Recent research from Positive psychology (2024) has re-visited Maslow’s hierarchy of needs, suggesting that one doesn’t necessarily need to fulfil the lower levels to achieve self-actualisation, human needs may not always be linear or hierarchical.

6. Assess how people practices in your organisation (or one with which you are familiar) impact both on organisational culture and behaviour, drawing on examples to support your arguments. (AC 2.2) 

People practices can add value in the form of talent acquisition, retention, learning and development and reward. 
Admiral brand themselves on a strong inclusive culture, with staff benefits and reward. As part of the reward team, one aspect of their role is to review salary across the company, and they have recently explored salary benchmarking. Croner (2023) references salary benchmarking involves research to gather data from outsourced benchmarking tools and data sources. Within Admiral all salaries are confidential and aren’t widely advertised internally. This can have a negative impact on the culture and behaviour of staff as it sparks debate on whether people are getting paid fairly. CIPD (2023d) suggests reasons for pay being kept confidential were fears that it could create unrealistic pay expectations and cause a staff backlash. Equal pay and the gender pay gap is a hot topic. It is important for salaries to be transparent in a world where women are still being paid lower than men, for the same role across some organisations. Equal pay, regardless of race, gender and ethnicity is crucial to demonstrate fairness and inclusivity. ‘The gender pay gap is a measure of labour market or workplace disadvantage, expressed in terms of a comparison between men’s and women’s average hourly rates’ (CIPD, 2023e). Methods to illustrate this concept may involve implementing salary banding, ensuring salary transparency and documentation. Equal pay policies can be implemented as a result. The advantages include fostering a sense of value among all employees, which consequently cultivates greater loyalty to the organisation. 
CIPD (2020) suggest that learning and development (L&D) can play a crucial role in shaping organisational culture and behaviour by fostering continuous learning. Within Hywell Dda health board (NHS), their L&D department has launched a LEAP programme, to influence and inspire leaders across the health board. It’s a bespoke training piece that you must apply for a space and must be of a certain level at band 6 or above. Their goal is to improve culture by empowering the leaders, to inspire the people they manage. This should have a positive impact on behaviour. However, a flaw in the training programme is that leaders must volunteer to take part. Whilst there can be negative connotations to making something compulsory, by only opening to volunteers, you may not capture the leaders who need the training and direction most. Certain leaders may feel they are above the training. Some leaders of long tenure could be stuck in their ways and not open to change and evolving with the organisation. They also face resource issues, they are only able to train a small pool of people over a 12-month period. By which time, the training may need to be tweaked to re-align with organisation strategy and goals. 

7. Peter Cheese, current CEO of CIPD asserts, ‘People professionals are a vital function in supporting businesses to adapt to rapidly changing circumstances’. Explain two different models or theories to managing change. (AC 2.3) 

Kurt Lewin developed a three-stage model known as ‘Lewin’s Change Model’ to explain the process of organisational change. This model is widely recognised and referred to in the world of organisational development.  Lewin (1947) emphasises the importance of consolidating changes, whilst involving the staff in a change process and ensuring the organisation is stabilised in its new state. 
	Stage 1 - unfreeze. This entails readying the organisation for change by challenging previous mindsets and raising awareness among individuals regarding the necessity for change. Lewin (1947) suggests it requires a sense of urgency and helping people understand the reasons behind the need for change. Stage 2 - the change itself. Once the organisation is unfrozen, the change can be implemented. This is defined by the introduction of new processes, systems or ways of implementing things. There might be uncertainty and resistance at this stage, whilst people come to terms with new ways of working. Clear communication and support are crucial here for a smooth process. Stage 3 - to refreeze. Once the change has been implemented and people have adapted to new ways of doing things, the organisation can enter the re-freezing stage. The changes are reinforced, and new practices come business as usual. Stability is restored and the organisation adapts to new behaviours and processes, ensuring there’s no return to the old ways of working. 

	Another change model is Kotter’s 8 step model for leading organisational change. The 8 steps provide a structured approach to guide organisations through change.
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Fig 4. Lucidity.com

This model emphasises the need for a strategic approach to change management. The CIPD (2023f) argue, the fallout from not managing change correctly can be devastating. Poor prior research can mean most change initiatives fail to get their desired outcomes and can limit potential; therefore it is so important change is managed correctly. 
1. Create a sense of urgency – stakeholders need to put forward a compelling reason for change and create a sense of urgency among employees. Kotter (1996) claims that establishing a sense of urgency is crucial to overcoming complacency.  
2. Create a guiding coalition – a coalition of committed individuals to guide the change. 
3. Create a vision for change – a clear vision for the future state of the organisation.
4. Communicate the vision – engage employees at all levels by using every communication channel possible. 
5. Remove obstacles – identify and eliminate barriers to help individuals act on the new vision. According to Kotter (1996), empowering employees to act is key to overcoming resistance to change. 
6. Create short-term wins – demonstrating evidence of progress. 
7. Consolidate improvements – continue to reinforce the changes ensuring the organisation does not fall back into old habits. 
8. Create the changes - reinforce the changes by embedding them in the organisational culture. 

8. A variety of models have been developed to explain how change is experienced. Discuss one model that explains how change is experienced. (AC 2.4) 
The Kubler-Ross change curve delves into the emotional journey individuals go through when facing a significant change or even loss. Hence why it can also be referred to as the 5 stages of grief. The model was originally developed by psychiatrist Elisabeth Kubler-Ross in the 1960s, to explain the grieving process. 
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The reactions and emotions of the recipients can be influenced by factors such as the nature of the change.  Other key factors being the effectiveness of the communication and the level of support provided during this change process or difficult time. The experience of change by recipients can vary widely. Recipients in denial might feel a sense of disbelief. Kubler-Ross (1969) notes that anger is a natural reaction when individuals confront difficult circumstances. Anger can often be accompanied by feelings of injustice or loss of control. During the depression stage, recipients may feel a sense of hopelessness, as they come to terms with the reality of the change. In the acceptance stage, individuals may gradually come to terms with the change and begin to adapt. 
Advantages of the model are it provides a simple framework for understanding emotional reactions of individuals during periods of change. It can also acknowledge the emotional aspects of change, helping leaders address the human side of organisational transitions. Stages of grief (2012), argues the model may offer some predictive value in anticipating how individuals may react to change, helping organisations plan and implement support strategies.
Alternatively, critics argue the model provides a simplistic view of the complex and varied nature of organisational change.  Hayes (2018) states, the model implies a linear progression through stages, however organisational change is dynamic, and individuals may move back and forth between stages as they navigate the complexities of the change experience, rather than a linear fashion and not everyone will experience all stages.  The model may not account for cultural differences or variations in individuals’ response to change.
In conclusion, leaders and change managers can use this model to anticipate and address the emotional aspects of change whist providing support. Recognising and acknowledging the emotional impact of change can make for a more successful and smooth transition for not only individuals, also the organisation. 

9. The CIPD’s Health and wellbeing at work survey 2022 found, ‘There is less management focus on health and wellbeing compared with the first year of the pandemic’, and goes on to remark that this is disappointing. Assess the importance of wellbeing at work and factors which impact wellbeing. (AC 2.5) 

Well-being at work is integral to support staff. It’s proven that when well-being and culture is better, sickness and attrition come down. It significantly impacts employee satisfaction, productivity and overall success. Well-being can be displayed through several forms, listening to staff being key. Well-being considers how much choice staff have at work and how safe they feel at work, both psychologically and physically. Ultimately, organisations that prioritise employee well-being, are at an advantage towards staff retention.  
	Employee well-being is also closely linked to health and safety outcomes in the workplace. A focus on well-being contributes to reducing stress levels, sickness absence and workplace accidents. The World Health Organisation (2022) emphasises the importance of promoting mental health and well-being in the workplace to prevent work-related stress and improve overall health outcomes. The post covid era saw the hybrid working culture go from fully remote working in a vast majority of organisations, to a hybrid working pattern and more recently we’re seeing an increase on the number of days a week in the office. The CIPD podcast (2023b) on hybrid working culture, discusses seeing a decrease in mental health absences alongside higher days spent in the office. 
The seven domains of well-being highlight the key areas for understanding the impact of individual well-being. Each domain covers unique aspects that impact on overall well-being. The CIPD (2023g) discuss each domain: Health, Good work, Values/Principles, Social, Personal growth, Good lifestyle choices and Financial well-being. Number 2 – ‘Good work’ looks at the working environment breeding an open and inclusive culture where everyone can thrive. Autonomy in the workplace gives back control. Job security becomes less of a factor and autonomy becomes the bigger factor. Also, under pay and reward, to have fair and transparent renumeration packages. If salaries are kept confidential, this can have a negative impact on culture, behaviour, and well-being. 	
	Another domain to explore is Number 3 Values/Principles. The CIPD (2023g) touch on inclusion and diversity, how valuing difference, cultural engagement, training for employees and managers can all impact well-being. Employee engagement can play a crucial role in promoting well-being by adopting a supportive, inclusive working environment. Organisations that prioritise engagement, motivation and job satisfaction, are better placed to promote a healthier and happier workforce, that contributes to long-term success. 

10. The CIPD Profession Map states ‘People practices are the processes and approaches that we use across the employee lifecycle’. Discuss the links between the employee lifecycle and different people practice roles. (AC 3.1) 
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The employee lifecycle demonstrates the stages an employee goes through during their tenure at the workplace. People practice roles encompass the functions and responsibilities within Human resources (HR) or the wider People area including recruitment, learning and development, performance management and employee relations. It is because of the employee lifecycle that we have these roles. 
	The talent acquisition role can cover stages 1-3 – attraction, recruitment and onboarding in some organisations. The role covers marketing and attraction. The recruitment process involves attracting, selecting, and hiring competent candidates. Onboarding focuses on incorporating new employees into the organisation and introducing them to its beliefs, culture, polices and procedures. Culture has a 60% impact on performance. Noe et al. (2018), argue that effective recruitment and onboarding practices contribute to higher levels of job satisfaction, dedication, and retention among new employees. 
	HR staff can cover stage 4 – engagement and stage 7 – exit and advocacy. Employee relations focus on fostering positive relationships between the employees and the organisation. They do this by addressing workplace conflicts, ensuring fairness and consistency and being legally compliant with employment laws. Engagement initiatives aim to enhance employee dedication, motivation and loyalty. Cascio and Boudreau (2016) highlight the role of employee relations and engagement practices in creating a supportive and inclusive working environment, ultimately reducing attrition. HR play a crucial role in managing the exit and advocacy stage of the employee lifecycle. HR complete meaningful exit interviews, collecting feedback and facilitating the offboarding process smoothly. They also ensure the regulatory requirements of a leaver are processed in the form of resignation, final pay, benefits, and references. With regards to advocacy, they contribute to maintaining positive relationships with former employees. This holistic approach helps organisations manage transitions effectively and foster a strong employer brand. 
	The learning and development (L&D) role cover stage 5 - development. The link being to ensure the candidates are fit to do the job by delivering mandatory training. L&D initiatives focus on enhancing employees’ skills, knowledge, and competencies to perform their job roles effectively and support their career path within the workplace. Dessler (2019) emphasises the importance of ongoing training and development programs to improve employee performance, engagement and retention. 
	By aligning people practice roles with the stages of the employee lifecycle, organisations can effectively attract, develop, engage and retain talent making for a successful workplace. 

11. Analyse how people practice connects with other areas of an organisation and supports wider people and organisational strategies. (AC 3.2) 

People practices, including HR strategies, organisational culture, transformational HR and overall organisational performance, are deeply interconnected within an organisation. People practices are at the core of Human Resource Management (HRM), encompassing recruitment, selection, training and employee relations. 
Ulrich’s model of HR Business partner role is paramount in understanding how people practices connect with areas of an organisation. Ulrich’s model (Ulrich, 1977) emphasises HR’s role in strategic planning, ensuring people practices align the organisations goals and objectives. HR business partners collaborate with key stakeholders across the business to understand their business strategies and help implement those by being ahead of the curve, horizon scanning and identifying trends through analysing data. HR play a central role fostering a culture of continuous learning and development.
Effective HRM practices foster employee engagement, retention, promote culture, which are all crucial for organisation success. The way employees are looked after, rewarded, and recognised shapes the culture and behaviours within the organisation. A strong culture can reinforce desired people practices. Those people practices must align with the organisation’s strategy and goals. 
An example of how people practices support wider people and organisational strategies is through the recruitment process. Effective talent acquisition ensure that the organisation attracts, recruits and retains the right people. By understanding the skills required for future success, HR can influence strategic recruitment by acquiring individuals who fit the culture and possess the capabilities needed to drive innovation and growth. To explore this further, vertical and horizontal integration are concepts often applied in supporting the wider people and organisational strategies. Virtual integration enables HR departments to centralise data, improve communication channels and automate administrative tasks, thereby enhancing efficiency and reducing costs (Cascio & Boudreau, 2010). Taylor & Woodhams (2022, p106), argue that an organisation needs to be clear about their purpose, long term strategy and short-term business plans. Vertical integration is the relationship between people practice and top-level organisation. 
	Horizontal integration in HR involves aligning HR functions across different departments or business units within an organisation. Taylor & Woodhams (2022, p106) maintain that horizontal integration is the link between every aspect of people management and development practice. Discussing reward as an example, as it can touch every aspect of the employee lifecycle, reward can be used when looking at new recruits and how a business retains them by keeping them engaged, recognising and motivating employees, ultimately contributing to overall organisational success. 
These two concepts underpin the importance of promoting collaboration to drive HR effectiveness and support organisational success. 

12. Discuss processes you have, or could use, for consulting and engaging with internal customers of the people function in order to understand their needs. (AC 3.3) 

HR departments often conduct surveys to engage with their internal customers, which include employees, managers, and stakeholders within the organisation. This qualitative data is invaluable; however, it is worth noting that qualitative data alone can be subjective. Admiral staff partake in the Great Place to Work survey each year, “employee engagement surveys that improve company culture” (GPTW, 2024). This employee engagement survey is sent out to every department from call handlers to department Managers. HR would communicate the importance of partaking in the survey and encourage transparency. HR also emphasise the anonymity of the survey to boost response rates. 
Once the survey results are in, the HR business partner for each area will analyse the results to pick out key themes, trends and highlight areas for improvement, before feeding these back to the department manager. Ultimately, making measurable improvements on business results. Based on the findings, HR would develop action plans and formulate strategies to help implement improvements to boost morale, engagement and then help feedback to the department via a ‘You said, we did’ initiative. According to Schmitt and Pospiech (2020), surveys conducted by HR departments play a crucial role in understanding the needs and preferences of internal stakeholders, ultimately driving organisational improvements. 
Another process HR use to engage with internal customers to better understand their needs is the collective consultation process. Collective consultation in HR involves engaging with employee representatives to discuss and negotiate matters that affect all or certain employees from specific departments, such as organisational changes, restructuring and redundancies. Admiral HR recently engaged in collective consultation due to the potential closure of a non-profitable part of the business. This process allows HR to understand the needs and concerns of internal stakeholders collectively and promote transparency, fairness, and collaboration in decision-making. If the staff were unable to make suggestions to make this part of the business sustainable, the alternative being find suitable alternative roles across the business or redundancy. A role becomes redundant, not the person. ACAS (2022) state, you must engage in collective consultation where there is a case for 20 or more redundancies. You must consult on the redundancy plans with a recognised trade union or an employee representative if there is not one. Admiral is not unionised. 
HR then evaluate the effectiveness of the collective consultation process by assessing factors such as participation and satisfaction levels by internal stakeholders. Feedback mechanisms can then be used to gather insight from the employees on the effectiveness of the consultation. According to research by Budd and Colvin (2020), effective collective consultation processes contribute to enhanced employee engagement, trust and performance, by fostering a culture of inclusivity and collaboration. 
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