

Economic

As the cost of living crisis continues, the financial pressures placed upon both employees and customers remains a day to day concern. There are several people management implications that could arise from this economic situation, which in turn impacts the Company’s strategic direction.

With the job market currently being candidate led, the Company could see an increase in employee’s resigning in order to take on roles that offer better benefits, including salary, in order to help ease the financial strain (Corps, 2023). With such a wide variety of career paths within the Company, business critical areas, such as IT and the Laboratories, face stiff competition from external competitors when it comes to career progression and salary packages, so it’s crucial the Company considers future steps to help secure its workforce as best it can to avoid an increase in vacant positions.

In December 2022, the Company paid each employee a £2000 one-off payment to help ease the financial burden, followed by a 6.2% salary increase in April 2023. Both were generous sums and followed suit with several other Companies in the UK (Clark, 2022). According to Cotton (2023), “the percentage of workers saying that their employer was doing enough to support their financial wellbeing has dipped from 36% to 31%” during the period of winter 2022 - winter 2023. Therefore, the Company needs to think ahead and evaluate how pay increases and benefits are adjusted in the coming months and years to ensure they are staying competitive and that the workforce is feeling supported through tough economic times. Financial support combined with other workplace factors could build on Company loyalty and feed into objectives within the corporate strategy, namely workforce planning and career path development.

Welsh Water also have to ensure their customers are supported as well. According to Joseph Rowntree Foundation (2022), “Wales has the highest poverty rate among the four nations in the UK”. This is based on data from 2017-20 and with no updated figures available, there is the presumption that the cost of living crisis has further impacted on this poverty figure with people having to tighten their budgets even further. The people strategy for the retail business area would be impacted by this so would need to adapt to handle this increase in demand from customers. This could be through a requirement for additional headcount, additional training being provided for existing staff on how to handle customers with increased financial concerns and the evaluation of current support available for customers and seeing if it is fit for purpose. One area of support that stands out is the focus on customers who aren’t in debt yet or unemployed, which creates an opening for people who wouldn’t believe they are eligible for financial aid to come forward and ask . This can help prevent serious financial implications in the future and reduce the financial stress on the customer (Financial Conduct Authority, 2023). This also benefits the Company from a reputational stand point as supportive rather than just thinking about the bottom line.

With the support for employees and customers being offered, the Company has to also consider how they themselves are impacted by the cost of living crisis, due to rising energy costs and the requirement to find the funds to covers these (Hieminga, Van Sante, 2022). With sites across Wales, varying in different size, purpose and energy intensity, increases in electricity, gas and other utilities have to be factored into the Company’s budgets, which in turn would need to be raised from other funding routes. The Company addressed this in 2023 by increasing customer’s bills and has highlight the need to potentially implement further increases over the coming decade (BBC, 2023). Finding the balance between increases to customer bills, providing financial support and investing in company-wide improvements is key to ensure future success. Given the nature of the Company, elements of the strategic direction cannot be altered in the sense of the end result, but the pathway taken to achieve each goal could be adjusted, due to the necessity of providing Wales with water and waste services. This includes upgrades to current systems and implementing new infrastructure to keep the business functional for years to come. With the financial situation of Thames Water being revealed over recent months, it has given a comparator to the Company in how they can try to avoid getting into a similar situation by reviewing its own practises (Williams, 2023).

Technology

Given the rapidly developing environment that we live in, ensuring that the Company stays up to date with advancements in technology is paramount. Customer expectations, security concerns and staying ahead of the competition all play a part in how the Company strategy is formed when it comes to the technical capability of DCWW.

As a Company providing an essential service to the people of Wales, having a secure IT infrastructure is essential. Reputationally, the Company needs to be capable of handling cyber attacks, given the consequences that would arise from such an incident. Over recent years there have been cases reported in the news whereby Company IT systems have failed, impacting customers, in terms of personal data breaches, and the Companies themselves, both financially and from a reputation stand point (BBC, 2020). The Company holds a vast amount of data and is trusted by customers to protect that in line with GDPR regulations, so having procedures that allow for this level of protection is key. This can vary in approach, from people processes that give allowances for the extra steps needed for compliance, to systems that provide adequate levels of access and security. DCWW uses Microsoft for a number of their IT functions, so having that high level of support and security aids in achieving compliance in a number of business areas (TO BE CITED). This also makes future planning for IT growth simpler, as Microsoft provide updates and technical support with these programmes. Also, from a recruitment and training perspective, Microsoft Azure is widely used across the world, so the demand for these skills is high, creating a competitive environment in the job market (Darley, 2021). 

Given the nature of DCWW’s business, they are at a high risk of terror related intervention, both physical and cyber. As processes move to more automated and technology based solutions, the  impact of a cyber attack becomes greater with an increase in systems becoming linked, making it potentially easier for a cyber criminal to gain access to critical infrastructure (Allianz, 2016). The impacts of an attack could be wide ranging and devastating, with water and waste services grinding to a halt, impacting millions of customers. There are also financial implications of an attack in the form of ransom demands from terrorists and the follow up cost of repairing IT systems and implementing prevention measures.

If faced with this type of situation, the Company should be prepared to deal with this from both an immediate IT response perspective and a service recovery angle as well. This feeds into the corporate strategy whereby ensuring that the resources needed are outlined and a continuity plan compiled. The people management strategy would fall in line with this in terms of workforce planning by making sure the relevant teams are suitably trained, with clear processes in place, and also that the Company is recruiting based on what the future need is when it comes to advancements in technology. As systems are ever evolving and new technologies are developed, the needs of tomorrow should be the focus when recruiting for staff to ensure the correct skill set is being sourced and the experience level is balanced amongst the workforce. An example would be the use of artificial intelligence (AI), with a working group already established within the Company looking at the impacts of this on current workflows and the benefits that could be gained. Over the next 5 years, the number of companies expected to implement the use of AI is due to rise by 74.9%, so seeing DCWW already exploring this avenue is encouraging as it shows where the corporate direction in heading in terms of advancements in technology (TO BE CITED).

With new threats constantly emerging and varying in severity, the Company needs to have a clear training and awareness plan to keep employees on alert for threats that they may be faced with. Fostering a cyber secure culture is a key part of combating cyber attacks and should be adopted at all levels of the Company hierarchy (Walia, 2022). This area of defence is ever evolving as with new technology being launched comes new security threats, so it is imperative that it forms part of any IT plan.

Customer expectations play a key part in the direction of the Company’s technological advancements, due to the demand in app and web based access to services. The customer journey has to continuously evolve in a changing retail environment so that customer’s are receiving the level of service they expect and deserve. The standard of digital interactions that customers have whilst doing business with the Company has a large impact on their overall satisfaction, and with a range of different clients, including residential users, small to medium sized businesses and large corporations, each touch point needs to be tailored to that audiences need (Breuer et al., 2020). This influences the strategic direction for many areas of the business, including HR, IT, customer care teams and communications, due to the changes in staffing requirement, implementation of new technology and training of colleagues in new systems and ways of working with the customer.
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