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	Candidate name: Kimberley Low 
	CIPD Membership/registration No.:
57493170

	Qualification title: CIPD Applied Diploma in Human Resources 
	Unique Learner No. (ULN):
1400169

	Unit code
	Unit title
	Assessment criteria no.
	Evidence description
	Evidence reference number
	Assessor
initials
	I/V initials if sampled

	
	Contributing to Employee Engagement 
	LO1
	Gallup q12 survey amended/branded for Folly Farm 
	EV1
	
	

	
	Contributing to Employee Engagement
	LO1
	Email arranging meeting to discuss roll out of survey 
	EV2
	
	

	
	Contributing to Employee Engagement
	LO1
	Email confirming approval to roll out survey 
	EV3
	
	

	
	Contributing to Employee Engagement
	LO1
	Collated results from survey 
	EV4
	
	

	
	Contributing to Employee Engagement
	LO1
	Email arranging meeting with all of HR team to discuss results 
	EV5
	
	

	
	Contributing to Employee Engagement
	LO2
	News letter updates for organization 
	EV6
	
	

	
	Contributing to Employee Engagement
	LO2
	Communications/updates summary sent on app
	EV7
	
	

	
	Contributing to Employee Engagement
	LO2
	Mission and values from handbook 
	EV8
	
	

	
	Contributing to Employee Engagement
	LO2
	Signage in staff areas 
	EV9
	
	

	
	Contributing to Employee Engagement
	LO2
	Email informing finance/payroll of leavers 
	EV10
	
	

	
	Contributing to Employee Engagement
	LO2
	Picture of staffing template and shifts to fill 
	EV11
	
	

	
	Contributing to Employee Engagement
	LO2
	Points for discussion meeting with Head of HR
	EV12
	
	

	
	Contributing to Employee Engagement
	LO2
	Schedule of missed/Late newsletters 
	EV13
	
	

	
	Contributing to Employee Engagement
	LO3
	Proposal for strategies to raise engagement 
	EV17
	
	

	
	Contributing to Employee Engagement
	LO3
	Email arranging meeting to discuss proposal 
	EV18
	
	

	
	Contributing to Employee Engagement
	LO3
	Email agreeing to proposal
	EV19
	
	

	Candidate declaration:

	· I confirm that the work/evidence presented for assessment is my own unaided work. 
· I have read the assessment regulations and understand that if I am found to have ‘copied’ from published work without acknowledgement, or from other candidate’s work, this may be regarded as plagiarism which is an offence against the assessment regulations and leads to failure in the relevant unit and formal disciplinary action.
· I agree to this work being subjected to scrutiny by textual analysis software if required.
· I understand that my work may be used for future academic/quality assurance purposes in accordance with the provisions of the Data Protection Act 1998.
· I understand that the work/evidence submitted for assessment may not be returned to me and that I have retained a copy for my records.
· I understand that until such time as the assessment grade has been ratified through internal and external quality assurance processes it is not final.

	Signature:
	Kimberley.A.Low 
	Date:
	07.03.22
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A good way to measure and investigate employee engagement is Gallup’s Q12 which is 12 questions that assess employee engagement within an organisation, the survey asks questions split into 4 sections; growth, teamwork, individual contribution and basic needs with the theory being if basic needs are met then the employee will be more likely to recognise their individual contribution and then that to their team and then the organisation as a whole, this should prove beneficial as the science behind the questions highlights that managers should be taking an interest in their employees and their interests both inside and outside of the work place to build meaningful relationships,  (Gallup 2022), this should help gain a valuable insight. This has made up the basis of the engagement survey to be implemented at Folly Farm, but some amendments have been made and the document has been branded up (EV1) to ensure it reflects the organisational culture and internal communications tone, this should generate a better response as it is in keeping with communications already viewed by employees, A meeting was arranged with the Head of HR (EV2) to discuss the idea of implementing a survey and what questions would be used as well as who would be selected and the benefits of carrying out the exercise, a survey and then 3 follow up interviews were agreed to cover qualitative data and approval was granted (EV3). 

The justification for a qualitative approach is due to engagement being concerned with individuals’ experiences and motivations, Kahn (1990) explored the emotional connections of engagement and thus leads to the research needing to collect data on a deeper level rather than skimming the surface with surveys and generating figures and this will not highlight the deeper connection employees have with their roles and the impacts of having engaged employees on achieving organisational goals. As discussed by Vasileiou et al (2018) qualitative samples are often selected purposively as this generates the relevant in-depth information and can be tailored specifically to the area under investigation, it remains important to be unbiased when sampling those to issue surveys to, It has been decided to focus on the three core departments (Food & Beverage, Retail and Operations) and not companywide as some teams are very small and this would not provide an accurate representation of engagement levels, especially as other teams are animal care which is often argued to be more of a vocation so engagement levels would naturally be higher, Sample size will be 5 from each department to make a total of 15, this will be done randomly through assigning numbers and using a number generator, this will hopefully avoid unconscious bias and lead to a more generic picture and better results, Ellen (2017) notes that a smaller , random sample will minimise errors, this is beneficial also as the organisation is a small family owned firm and we do not have HR software etc to carryout data analytics/sampling best practices, thus meaning any opportunity to minimise errors is ideal. Again, to suit the slight lacking technology/ culture needs in the organisation, it was decided to hand out surveys in paper format and ask them to be returned by a certain date in the internal post box. 

Key findings from the survey have been collated into a document (EV4) and this has been circled to the rest of the HR team ahead of a meeting to discuss the outcomes and proposed recommendations, (EV5). Key findings highlighted certain areas that were positive for example every survey that was returned had a positive answer for ‘having a best friend in the workplace’ and all responses were a resounding yes, this is really positive as in terms of engagement a cohesive team and good relationships with peers mean employees are likely to encourage each other and help each other with additional duties thus linking to overall organisational benefits, (O’Brien 2018), this again links back to the company mission and family ethos and culture.  Another particularly positive result came from responses to ‘I know what is expected of me at work’ again all responses received were positive and this is clear that the induction and training process is working well, and employees know what is expected of them, Nick (2015) notes that knowing what is expected of you at work adds value to your role and a level of contentment which can improve engagement levels. Key findings that were disappointing included ‘my supervisor seems to care about me’ where by 25% of received results were negative and stated no as the response, it is worth highlighting that this is all from the same department and is obviously an area that needs attention.  Another disappointing response was ‘discussions of progress in the last 6 months’ whereby 50% of responses said no, this highlights a lack of engagement as one of the key contributors to engagement is opportunities to develop and if this is not present satisfaction and productivity would be lower, (Markos 2010).  

Findings were discussed with each line manager and suggestions for ways to raise engagement were covered, this again was done with engagement levels in mind and was doen informally and had to be done sensitively as not to discourage line mangers and their involvement and links to the organisation’s employee engagement levels, especially as some results were negative. It is worth noting that generally employees seem content an engaged within their work and there could be other contributing factors to poor results for example if an employee was having an off day for personal reasons, it is also worth noting another limitation of the survey results comes from the fact that not all of the sample selection chose to complete their survey and response rate was 80%. 
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When taking a holistic view of the organisation, it is clear that there is not a formal engagement policy but a little and often approach is adopted, generally the approach focuses on strong communication which is through newsletters (EV6), communications app for updates (EV7) and handbook which sets out the mission and values (EV8) all of which keep employees up to date and aware of what is being done and also why.  Another key area is development plans however, this is limited to those on permanent contracts, there is scope for more to be done for those on seasonal contracts but this can be challenging due to the nature of the business and the fact contracts are short so employees may not benefit from the approach. Andre, Lindos and Fares (2013) Discusses that employee engagement in smaller family owned firms tends to be higher and can bring a unique perspective, this is definitely something that is built into the approach by Folly Farm which is a family owned and family run organisation, this is used to the organisations advantage and employees are reminded of the background of the firm regularly and how it has grown, for example signage in staff areas (EV8) the directors also communicate frequently with team members and have a notable presence across the site which build on the attachment of employees as they buy into the small family aspect and really feel part of the team, this approach helps drive the psychological state of employees and how they see themselves as part of the family and want the organisation to do well and keep growing. 

After taking a holistic view there are definitely drivers for change, a key one would be high staff turnover, this varies during the season but following an intake of staff before each school holiday, at the end of each week there is an average of four leavers (EV10), this is a massive cost to the business as time has been spent on training, processing payroll and integrating each new member into the team. Hall (2019) discusses that it takes on average 8 weeks to replace a skilled worker when factors such as advertising, interviewing, on boarding etc are considered, this is a massive cost and a key problem for the organisation which is not helped by the seasonality of the business. Recruiting and retaining staff is a driver for engagement at Folly Farm and this has never been more prominent that post pandemic which has seen the hospitality sector hit hard with staffing issues, With the highest staff shortages since records began (Race 2021), an ONS (2021) survey showed that staffing levels across hospitality were still 11% less than they were pre-pandemic and although no internal HR software is used at folly Farm due to the size of the business, manual staffing templates highlight the number of gaps and staff vacancies to fill (EV11).  There are multiple ways to improve employee engagement and decrease staff turnover, (Jones 2021) discusses increasing rates of pay which is a good option for Folly Farm in terms of seasonal staff who are mostly motivated by money, this should help compete against other seasonal businesses in the area if wages are higher, in balance though this won’t increase engagement amongst permanent staff as they are looking for more than just financial drivers, the article goes on to note another strategy which is ensuring opportunities for advancement, Folly Farm could do more forecasting and succession planning to help retain strong talent, this should be clearly communicated and not kept under wraps as if employees do not know there are future plans for their development they may not stick around to see them. 

Employee engagement can be hindered by many factors, after a meeting with the head of HR see attached points of discussion (EV) the barriers to engagement within the organisation were discussed, key take aways were as follows. Lack of strong leadership, it’s clear that certain departments have a higher staff turnover than others, the food & Beverage team for example has twice as many leavers each week than any other department, and from the surveys that were returned, 25% noted not feeling supported by their supervisor/manager, and this was all from the food and beverage department, having poor direction, support and engagement from line managers can impact the team negatively and contribute to dis engaged employees and lower productivity, and can also impact employee well-being (CIPD 2017).  Another barrier is an organisation that claims to do something but does not see it through, this creates a culture of distrust amongst employees and means information is not communicated properly so employees cannot engage full in their roles and feel unmotivated and kept in the dark, employees can get used to not being kept in the loop and become dis engaged and feel under-valued, (Lattimer, 2020). This happens on occasion at Folly Farm but at a much less severe scale, for example employee communications in the form of a company newsletter are due to go out every month but on occasion this is pushed back as it is not deemed a priority and thus leads to employees not knowing updates etc or worse some departments do, and others do not which creates a divide and a less cohesive team see schedule of newsletters and missed issues (EV13). It is worth noting that a lot of the potential barriers are due to the seasonality of the business and the limitations on the number of permanent contracts, it’s not as simple as issuing more newsletters or holding more team meetings however this would help. 
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There are many studies and tools that are used to measure and evaluate employee engagement both on small and larger scales. Google notably carries out an annual engagement survey with its employees which is known internally as ‘googlegeist’ and this asks employees their opinions and feelings on management and how their managers are motivating and encouraging their growth, this survey also measures how they see their own performance linking into company goals and if they feel they have contributed to the organisation over the last 12 months, research and data from the survey over recent years shows that engagement has dropped and was at its lowest in 2019 for employee confidence in management, (D’Onfro 2020), goggle is a good example of best practice as the results are published company wide and this ensures employees feel as though their voices are heard amongst the organisation. Another study of employee engagement is Gallup’s Q12 which is 12 questions that assess employee engagement within an organisation, the survey asks questions split into 4 sections; growth, teamwork, individual contribution and basic needs with the theory being if basic needs are met then the employee will be more likely to recognise their individual contribution and then that to their team and then the organisation as a whole, this survey has a human approach as it looks at employee feeling with questions relating to if an individual feels cared for within the work place or if they have received recognition recently, this survey has been used across thousands of organisations and is well recognised as a form of best practice as it covers the majority of areas relating to engagement especially that of feeling content in the work place and seeing how individual contribution contributes to the wider business, globally 1 in 4 employees feel as though they are receiving praise regularly and these companies tend to have high productivity rates (Gallup 2022). MacLeod’s Engaging for Success report (2009) discusses some of the best practice approaches to employee engagement and those strategies should be linked to mutual communication and respect between employees and managers to yield the highest rate of productivity and also encouraging involvement by employees in bigger issues to generate buy in and an emotive response. All three researchers/survey approaches follow best practice although they differ as some focus more on employee feeling at work and others on productivity, but both are concerned with ensuring increased productivity from employee engagement at work. 
There are many barriers to engagement, Armstrong, Oliver and Wilkinson (2018) discuss in shades of grey report that key ones can be team leaders and their attitudes/direction, inconsistent interactions with managers can leave employees feeling confused and not knowing where they stand or fit in, this could potentially be a barrier at Folly Farm as the survey carried out highlighted higher staff turnover in certain departments and could be an area that needs improvement to get back on track. Mackinsey (2012) also discusses the barrier of poor management to employee engagement and notes that employees need encouragement and strong working relationships with their line mangers to generate the best results and commitment levels. This is clearly a barrier in some departments at Folly Farm but not all. 
Another potential barrier within the organisation is lack of communication, which from the survey was highlighted by employees, they felt as though communication was late and often after the event had taken place or information was actually needed, comments were noted that news letters were slow coming out and if shifts were not worked on the same days as key members of staff then information was slow to filter out, Forbes council panel (2018) discusses that to achieve strong and engaged teams, information needs to be readily available to everyone is fully equipped to do their jobs but also so that employees feel included and part of the team and organisation otherwise they’ll fail to link their own contribution to the wider business. This is a particular challenge due to the seasonality of the business and often employees will work a few weeks only meaning they do not build up as strong of a relationship with management or other employees and are not as connected or involved, this is also often personal choice as they view the job as a quick passing form of employment and thus do not feel the need to get involved as they are purely there to do their jobs, get paid and go home. 
After reviewing the organisations current approach, conducting surveys and interviews and looking at research to determine best practice the following are proposed to raise levels of engagement within the workplace: providing more training to line mangers in the form of workshops which should help create stronger relationships between line mangers and employees and lead to better communication and hopefully more committed teams, increased communication in the form of weekly team meetings with managers and supervisors to share information on spend per head, customer service ratings etc and promote communication amongst supervisors who are the driving force on the ground for teams and finally a strengthened newsletter bulletin by putting a team in place and opening up opportunities for employees to contribute to the company magazine and setting out schedules and ensure it is followed which should help build trust as the organisation delivers on what it has promised. When implementing changes and strategies it is important to plan accordingly and ensure they are achievable, considerations have been given to timings, key personnel involved etc (EV14).  A meeting was arranged (EV15) and The proposed plan was presented to the head of department and confirmation was given to implement next season (EV16) which should aim to raise engagement levels within the organisation, it was also suggested that the initial survey be repeated after proposals are in place to measure the outcome and make adjustments as required. 
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		Question 

		Retail 

		Operations 

		Food and beverage 



		1. I know what my organisation expects from me 

		4 x yes 

		3 x yes 

1 x no 

		3 x yes 

1 x no 



		2. I have the tools to effectively do my job 

		4 x yes 

		4 x yes 

		4 x yes 



		3. I have the opportunity to put my best talents to use every day 

		3 x yes 

1 x no 

		3 x yes 

1 x no 

		2 x yes 

2 x no 



		4. In the past week I have been recognised for strong work 

		3 x yes 

1 x no 

		4 x yes 

		2 x yes 

2 x no 



		5. My manager or someone else at work cares about me 

		4 x yes 

		4 x yes 

		1 x yes 

2 x no 

1 x void/ NA



		6. Someone at Work Promotes my development 

		3 x yes 

1 x no 

		2 x yes 

2 x no 

		2 x yes 

2 x no 



		7. My opinion Matters 

		4 x yes 

		3 x yes 

1 x no 

		1 x yes 

3 x no 



		8. My company’s mission makes me feel like my job matters 

		2 x yes 

2 x no 

		3 x yes 

1 x no 

		2 x yes 

2 x no 



		9. My fellow employees commit to doing good work 

		4 x yes 

		3 x yes 

1 x no 

		2 x yes 

2 x no 



		10. I have a best friend at work 

		3 x yes 

1 x void/NA 

		4 x yes 

		2 x yes 

2 x no



		11. Someone has talked to me about my development in the last 6 months 

		2 x yes 

2 x no 

		3 x yes 

1 x no 

		1 x yes 

3 x no 



		12. In the last year I’ve had learning opportunities at Work 

		3 x yes 

1 x no 

		3 x yes 

1 x no 

		2 x yes 

2 x no 









		Question 

		Comments on surveys 



		1

		· Clear mission and values 

· Understand what is expected 

· Fully aware of the mission 

· Know what the mission relates to and the goals 

· Informed of the mission on a regular basis 



		2 

		· Good training to ensure I know what I need to do 

· Fully trained 

· Good training and can always ask if I need more guidance 

· Good training and facilities 

· Everything I need to do my role 



		3

		· Get to try new things and find what I’m good at 

· Can end up on the same job each day even though I’m skilled 

· Get to help show new people on areas I’m strong at 



		4 

		· Regularly praised for hard work 

· Management thank all staff at the end of shift 

· Maybe not in the last week but still regularly 

· Hardly ever get praise from managers 

· No one says thanks or recognises input 



		5

		· Yes regularly asks how I’m doing 

· Yes checks in 

· We have a good team and do things outside of work 

· My manager isn’t bothered 

· No management do their job and go home 



		6 

		· Development opportunities but only for certain team members 

· Yes I’ve been promoted twice 

· Yes but only because I asked for a development plan 

· I’ve never been given the opportunity to further my skillset 



		7

		· Yes managers often ask what the team think 

· Yes especially if it is a shop floor matter 

· No managers make decisions

· If I’m asked its as a box ticking exercise, what is ay doesn’t actually mean anything 

· Yes regularly asked 



		8 

		· I can see how what I do related to the wider business 

· I know that by providing good customer service the business will grow an develop 

· Some times I can see this but only if its with specialist tasks 

· Not if im on the shop floor only if im doing back of house roles 

· Occasionally 

· Depends if there is a strong team in that day 



		9 

		· Yes there’s a family team effort 

· Yes especially on a busy day 

· I really feel part of a team and we all help each other 

· Some days there are stronger teams in than others 

· Only if im working with my friends 

· Depends if certain colleagues are in or not 



		10 

		· I have many 

· Not a best friend but good friends 

· I like to keep work separate so more colleagues than friends 

· Great friends 

· Defiantly, the people are the best bit 



		11 

		· I get an annual appraisal not 6 monthly 

· Yes I’ve had a development plan 

· Noones bothered to help my development 

· Certain people get development plans but not all 

· Only if you ask for opportunities 



		12 

		· I’ve been trained on a few things 

· Ive constantly been trained and shown new elements of the business 

· Depends which manager is in that day some do more training than others 

· Haven’t received training 

· Yes but only because I  asked several times 
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· Current approach to employee engagement 

· Different approaches for different departments 

· Staff turnover 

· Training opportunities 

· Are permanent staff more engaged than seasonal 

· What have we done previously 

· What has worked 

· What doesn’t work with our culture

· What is preventing us promoting engagement 

· What are our biggest barriers

· What do we do well 

· How can we reduce staff turnover 

· What are our competitors doing 

· What makes us different to our competitors 
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		Month 

		Newsletter 

		Hot topic update 



		

		Date to go out 

		Actual date 

		Date to go out 

		Actual date 



		SEPTEMBER 

		1st September (back to school theme) 

		11th September 

		1st September 

		1st September 



		OCTOBER 

		1st October 

(half term theme)



		4th October 

		n/a

		n/a



		NOVEMBER 

		1st November 

(Christmas weekends theme)



		1st Nov

		1st Nov

		1st Nov 



		DECEMBER 

		1st Dec 

(Christmas)



		9th December 

		n/a

		n/a 



		JANUARY 

		3rd January 

(welcome back – new arrivals theme)



		14th January 

		3rd January 

		7th January 



		FEBRUARY 

		1st February 

(half term – re-opening)



		9th February 

		n/a 

		n/a 



		MARCH 

		



		

		

		



		APRIL

		



		

		

		



		MAY

		



		

		

		



		JUNE 

		



		

		

		



		JULY

		



		

		

		



		AUGUST
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Engagement implementation plan 

		Target/area to be addressed 

		Actions 

		Key personnel 

		Costings/considerations 

		Target completion date 



		Line manger training

Aim – improve working relationships  



		· HR team to devise training workshops lasting approx. 30mins. 

· Power point /resources to be produced. 

· Key themes 

· Communication 

· Working relationships 

· Culture of trust 

· How to get the most out of team

		· HR managers 

· Line mangers 

		· Internal training 

· no costs attached 

· Will need to ensure workshops and training are regular not one and done



		Commence February 2023 – ahead of new season 



		News letters/magazine 

Aim – encourage employee contribution to assist with regular communication 

		· Establish magazine committee – posters on notice board

· Re-brand internal communications to be more engaging, fun and appropriate

· Assign roles e.g articles, photography, etc 

· Set out plan for dates and agree how frequently magazine will be distributed 

· Get employees involved to drive content and communication



		· HR team 

· Marketing team 

· Magazine team 



		· Will need to ensure team members that are interested get allocated slots to work on magazine 

· Schedule extra staff in closer to publication dates to assist with covering 

· Renew canva design package 

		Establish team in November to start work over winter ready for new season 



		Team meetings with senior supervisors and mangers 

Aim – encourage open an honest communication, share knowledge and drive engagement from the top 

		· Weekly Monday morning meetings to be arranged

· Encourage attendance of supervisors not just managers to ensure they feel included and drive engagement on the ground 

· Share knowledge, move away from secrecy and not sharing updates at early stages 

		· HR team 

· Line Managers 

		· Schedule supervisors in on Mondays 30mins earlier 

· Ensure those who are unable to attend are sent a bulletin email so everyone has the same information 

		Start in  February 2023 ahead of new season 
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1.Do you know what is expected of you at work?



2. Do you have the materials and equipment to do your work right?



3. At work, do you have the opportunity to do what you do best every day?



4. In the last seven days, have you received recognition or praise for doing good work?



5. Does your supervisor, or someone at work, seem to care about you as a person?



6. Is there someone at work who encourages your development?



7. At work, do your opinions seem to count?



8. Does the mission/purpose of your company make you feel your job is important?



9. Are your associates (fellow employees) committed to doing quality work?



10. Do you have a best friend at work?



11. In the last six months, has someone at work talked to you about your progress?



12. In the last year, have you had opportunities to learn and grow?
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