	
	
	


5CO01 – Organisational Culture and Performance
AC 1.1 
Evaluate the advantages and disadvantages of both a divisional structure and a matrix structure. Within the evaluation, you should include the reasons underpinning each structure.
An organisational structure (Freedman, 2024), maps out how information and responsibilities will flow within a company. A divisional structure hierarchical in essence divides key functions of a business into smaller entities whilst still reporting to the CEO. Ideal for use where organisations either provide more than one good or service or is global. Serco as a multinational organisation, demonstrates this structure with ‘divisions’ in four global regions. (Serco, 2025)
Particularly likely in multinational firms (Hill, 2014) this structure offers a methodical approach to organising the workload whilst adhering to national markets. Managers of each division are granted the autonomy to develop their division to meet their strategic goals. A stronger team bond can grow plus the flexibility to adapt to customer need. 

However, there is a risk of becoming a silo or working in isolation. Groups or divisions fail to communicate or collaborate with the wider organisation and their interests focus on their environment, (Turner, 2016). This can negatively impact the success and innovation of the organisation. 

A Matrix structure is an extension to the hierarchy and divisional methods. Here a focus on projects prevails. Project managers will be tasked on delivering a project and resource this by pulling staff from other departments to support. A matrix is formed when a manager releases the employee to work on the project for the Project Manager. Responsibility for the day to day managing of the employee can remain with the Manager anything task related is reported to the Project Manager. However, it is also likely that these definitions will not always be necessary (Stuckenbruck, 1979). 

Collaboration across departments is encouraged, resourcing in-house can be cost effective and pull-on experience and qualifications already within the business. In 1978, General Electric communicated its plans to introduce this structure, to better prepare its managers to deal with complexity and ambiguity whilst still producing results (Davis and Lawrence, 1978). 
Additionally, time scales to complete projects can be adaptable to customer demand. As an employee this structure opens opportunities to develop your skill set, career progression and gain experience in other aspects of the business. Changing priorities can cause conflicts of interest, the employee may find the responsibility to more than one manager a struggle to balance (Reynolds, 2024)



AC 1.2
Analyse the extent to which the organisational strategy in your organisation (or an organisation with which you are familiar) helps to ensure products or services meet customers’ needs.
Organisational strategy is a long-term plan that guides decision making to deliver on its objectives and goals (Diaz, 2022)
Serco is a global company that serves governments across various sectors including defence health care and citizen services (Serco 2025). Citizen Services delivers the DWP’s Restart scheme and delivers skills and training programmes across England and Wales. Currently run separately, the new strategy merges Employability with Skills. (Bowie, 2025)
New to employability the original strategy was shaped by the DWP contract that set a target to achieve 37% of its participants obtaining and sustaining employment (GOV.UK, 2024). The new objective, now states, every individual who completes a programme will have the skills motivation and tools to permanently improve their lives (Bowie, 2025). There are three aims to achieve this vision.
1. Growth of the market share through growing the offer to include specialist services.
2. Gain brand recognition for consistency of excellent service and delivering results.
3. Results that impact our communities.
Analysing the data and results from the first 3 years, plus comparing it nationally to other contract package areas (CPA’s), has highlighted an emerging theme; a lack of basic literacy and IT skill. The new strategy will develop the service by amalgamating the Skills and Training function with Employability. This will deepen the offering and help Serco achieve the target set by DWP.
Broadly speaking the new strategy is meeting the needs of the customer. It has seen a gap in its provision and created a solution to fill the need. However, there are concerns which have become apparent during the implementation stage.
As an existing service in parts of England, the new strategy can seamlessly expand into new geographical areas. 
Wales as a devolved nation cannot offset the training costs in the same way as in England. The Adult Skills Fund supports adult learners to gain skills leading them towards employment (GOV.UK, 2025). Funding would need to be sought or paid for by the organisation. As a strategy, the detail of costs is not shared but is a consideration when reviewing the needs of the customer.
New to operating in Wales the infrastructure of offices and staff is restricted to Cardiff. Serco relies on its nine delivery partners to support the contract across the country (Serco, 2025).


AC 1.3
Analyse the current impact of interest rates, inflation and one other external factor on your organisation (or one with which you are familiar). Identify organisational priorities arising from your analysis.
Interest rates
Interest is the cost of borrowing money or the reward for saving (Bank of England, 2025). May 8th, 2025, saw the UK interest rate reduce to 4.25% (Amos, 2025). This is the lowest since May 2023. 
For Serco it can reduce the cost of business loans or purchases and encourage spending i.e. increasing employees or procuring additional services and resources.
Specifically for the Employability Skills and Training function, this saving can reallocate funds to expand their delivery into Wales. 
Inflation 
Inflation is when prices rise and how quickly they do so (Bank of England, 2024). 
The increase of National minimum wage has directly impacted Serco’s ability to achieve its job outcome targets for the Restart scheme. A “Participant accumulates earnings that are equal to or exceed the equivalent of someone working 16 hours per week for 26 weeks, earning the National Living Wage (GOV.UK). Since the contract began, the monetary value has increased over 28%. Participants are finding the labour market smaller, with more job seekers and less opportunities plus the need to earn a higher financial amount before being deemed sustainable means participants remain on programme longer and require support during that time.
Political instabilities 
Brought in under a Conservative government, the scheme was set to last 3 years with a 2-year extension. Labour came into power in July 2024 and published its Get Britain Working white paper in November (DWP, 2024). The white paper has suggested the creation of a new career service but has not addressed compliment or replace an external offering. 
As an organisation who relies on procuring government contracts, the lack of a replacement service puts the success of its business strategy as well as the staff, at risk. 
Organisational Priorities
1. Growing specialist services, diversifying to capture commercial business.
2. Preparing participants for full time work rather than part time, helping Serco achieve its target faster.
3. Further adaptation to employability support i.e. the incorporation of health support as well as training.
The new strategy, merging of Employability with Skills and Training, will allow for the prioritisation of commercial ventures across a wider geographical area. Serco have committed to expanding their service into Wales (Bowie, 2025) as such will be focusing on the commercial services they can offer alongside existing government contracts.
The Employer Engagement team must work with businesses to sell the commercial services and cultivate employment opportunities for its Restart participants (Bowie, 2025).
Recognition of health barriers to employment has already begun. The next phase must extend this knowledge to the resourcing of specialist support.

AC 1.4
In February 2024, Peter Cheese, current CEO of CIPD stated, “AI is transforming jobs, careers and workplaces. People professionals have a key role to play in encouraging safe experimentation and rapid learning, so that we can reap the benefits and mitigate the risks.” Assess the extent that AI is, or could be, used in your organisation (or an organisation with which you are familiar) and assess how AI impacts work.
AI, or artificial intelligence is defined by the Information Commissioners office (2025) as “technologies that solve complex tasks...that previously required human thinking.” In the workplace there are many functions where AI can save time and make processes more efficient, e.g. in policing, potential offenders could be identified more efficiently.
AI has been incorporated by Serco using a Robotic Process Automation (RPA) bot, (Bowie, 2025). This virtual assistant has been brought into complete tasks for the Data Team including importing data from external sources updating records and creating reports to support KPI achievements.
Positively the bot generates time within an individual's day to allocate to more meaningful non-automated tasks. As a manager there is reduced risk of human error and increased savings on timescales of work. On the other hand, if introduced before clear information and training is provided, staff will be less likely to accept the change and fear for their jobs. (Jackson, 2025)
Google have adopted AI to support the selection of new employees. It’s machine learning algorithms review CV's and predict candidate success (Vanderbilt, 2024). AI could enhance the delivery of Restart further. Using similar functions, creation and the evaluation of a participant's CV could be streamlined producing consistent high quality. Additionally, creation of an automated booking system like Zoom’s appointment scheduler (Zoom, 2025) to register new participants is currently being explored. 
The focus on AI is to save time and improve accuracy, in relation to human resources the applications could include; reviewing applications scheduling meetings and completing administrative tasks (Fields, 2024).
People Professionals will need to help organisations to incorporate AI through, change management encouraging cultures of innovation and helping teams to engage with the changes (D’Souza, CIPD, 2024). Transition to using AI is considered daunting and those using it currently have no training manual (Jackson, 2025). It will be HR professionals that will lead on creating boundaries specific to each organisation and encourage safe usage where it is deemed appropriate to do so.
Serco’s current usage of AI has been a pilot to explore further usage. So far, the results have been favourable with good implementation and excitement at all levels. The scope for expansion is wide across the entire organisation with the likelihood of successful implementation to wider departments and functions. This will be in part due to the evidence and practical example the Robotic Process Automation bot has set within the Data team.


AC 2.1
Explain Charles Handy’s model of organisational culture and explain David Rock’s SCARF theory.
Charles Handy's Model of Culture identifies four typologies that generalise the type of cultures found within organisations. (Silva 2019). Power, commonly seen in small businesses focus on one person as the main decision maker. Role, individuals have set parameters on duties and responsibilities. This gives clear definition to a role but can lead to a silo mentality. Task is more collaborative. It looks for multiple points of view and experience to complete a task effectively. Finally Individual, allows for independence and autonomy. Individuals will have a high level of qualification or skill such as Barristers who will put their need above any loyalty to the organisation. (Waite, Beevers, Small, Tomlinson and Hussain, 2021)
Although organisations can demonstrate each typology, one will dominate over the rest depending on the nature of the business. For example, EUI Ltd, allows all types to flourish within the organisation, however the main decision maker and curator of the culture within the company was the Founder and CEO Henry Engelhardt, his Individual culture was the driving factor to build a successful multinational organisation.
Handy’s theory takes an organisation or division within the organization as a whole and broadly categorises its culture as one of the four types. In essence the decision is only made skin deep. Once the definition is made it can be used to frame how culture can be affected to meet the business strategy.

David Rock’s SCARF theory looks at the people within the organisation from a neurological perspective. A brain-based framework that enables individuals to collaborate with and influence others. (Rock 2008) SCARF identifies five key domains that influence human behaviour: Status, the perception of an individual's importance compared to others. Certainty, knowing or predicting outcomes. Autonomy, the sense of control you have in your surroundings. Relatedness, how you connect and feel safe with others and Fairness, the perception of being treated fairly.
SCARF suggests that social interactions trigger the same reward and threat responses in the brain as physical survival needs. “As a tool for supporting people who work with people”, (Smith, 2021) Leaders within an organisation can use this theory to understand their employees, creating positive employee engagement and instil a robust effective performance management system. Thus, leading to a culture that encourages collaboration engagement and performance and reduces the negative use and impact of neurologically perceived threats.

AC 2.2
Assess how employee selection or employee development impacts organisational culture and behaviour in your organisation (or one with which you are familiar).

Admiral is an international financial services group with customers across Europe, the UK and USA. They are Wales’ only FTSE 100 company (Admiral, 2025). Having previously worked in Admiral as a Recruitment Consultant, I will focus on employee selection.
Admiral recruits externally for entry level, contact centre roles. The selection process has four key stages. One, reviewing applications against the job description and personal specification, focusing on understanding customer service principles and basic IT proficiency. Two, a phone interview to assess applicants’ ability to communicate plus a first opportunity to compare against cultural fit. Three, an assessment centre measures applicants against the organisational culture, including ability to work with others and identify personalities that fit. Finally, a face-to-face interview to assess against key behaviours for the role. 
The selection process uses the organisations culture to cultivate the ‘soft skills’ an ideal employee would demonstrate (Miller, 2020). By using this as a guide the selection stages remove any applicant that doesn't culturally fit. Admirals preferred soft skills including extroverted tendencies, team playing and motivated by external factors. When values change, i.e. when Admiral moved away from only recruiting ‘extroverts’, the definition of an ideal employee evolved. This fed into the other stages of the employee lifecycle including the training of its leaders.
The values of an organisation are impacted by the selection process. Disregarding these values can lead to employees becoming demotivated evidenced by a decline in performance or staff leaving. Where cultural fit is aligned to the employees own soft skills, organisations see better engagement job performance and retention. For Admiral the demand to backfill reduced when the soft skill evolved. The selection exercise became a growth model, planned rather than reactive. 
Smith and Mitchell (2022) state that selection is two-way. The applicant is testing the organisation to evaluate their fit in the same way the organisation wants the applicant to meet their requirements. This implies certain expectations, in this case cultural values, within a contract that both parties agree to. Correctly implemented, employees become ambassadors of the company culture, contributing to the growth and success of the business. (Reed & Willow, 2024).
An organisation’s behaviour is a “mechanism which guides and shapes the attitudes and behaviour of the employees” (Satyendra, 2020). It takes these values, creating policies that set clear expectations on what behaviours are encouraged. These become tools to create KPI’s which can be accurately measured to ensure employees are fulfilling their contractual obligations.
As with each stage of the employee life cycle, feedback from the selection phase can impact other areas and adapt the organisation culture in line with the ongoing strategy. The next selection process will also see benefits, including a reduction in the volume recruited or the urgent demand to backfill leavers.


AC 2.3
An organisation is planning a change relating to hybrid working. Many employees moved to home working during the Covid-19 pandemic. Whilst this approach worked well at the time, the organisation now wants all employees to work at least two days a week on site.  Explain how Kotter’s approach to managing change could be used to successfully implement this change. 
Kotter’s 8-step change model gives structure, to plan and implement major change across an organisation. This was designed to build on Lewins theory, (Taylor 2022) as an easier to understand, step-by-step, practical ‘how to’ guide. (Roberts and Tracey, 2025)

Implementing change, according to Kotter starts by creating urgency. Developing a narrative that explains why the change to hybrid working is occurring will help staff understand will bring the team along with you, making the transition easier to implement. (Taylor 2022)

Next, identifying groups or individual stakeholders that will be directly impacted and working with them to trial hybrid working will allow the wider team the opportunity to be involved and heard. Again, aiding in obtaining ‘buy in’, this will also build strong team relationships at all levels. 

Leading on, highlighting improvements in service or delivery identifying the ‘quick win’s’ all support the vision and reinforce the need for the change.

The final steps, including monitoring the progress and embedding the change allow for timely reflection and critical analysis of how the change has been managed. Although listed last, these steps can be utilised at various points throughout the process. Allowing flexibility in the method or timescale to allow for review will make room for continued and effective communication to all affected and ensure no one is left behind.

It is worth remembering that this model focuses on a top-down process of implementation. (Roberts and Tracey, 2025). Where communication is delivered in this way, employees can feel unheard. Effective leadership should use this framework as intended, as a guide also factoring in messaging to staff at all levels allowing them the opportunity to question and better understand how this will impact them.

Kotter (2012) states that ‘typical employees in typical firms today still receive little data on their performance...’. Reminding senior Leaders and management at all levels to quantify change based on an individual as well as the organisations performance measures, will give detailed demonstratable signposts to evidence the impact hybrid working will have. It won’t diminish an individual's concerns but will reinforce why the business is changing.


AC 2.4
Using the Kubler-Ross change curve, discuss how change is experienced. 
Psychologist, Kubler-Ross proposes that the emotional experience of change can be directly related to the five common stages of grief (Taylor, 2022). Different to responding to a bereavement, where grief moves freely between the five stages, change follows a curve. 
Change, when using the Kubler-ross curve is viewed through the eyes of the individual. The focus is on how a change put onto an individual makes them feel and react. Taylor (2022) presents five specific phases;
Initial communication and sharing of the planned change, creates disbelief leading to denial, believing the change will not occur. 
Anger can present in the form of irritation or frustration, to more serious anxieties being shared. 
Bargaining, where an individual will try to mitigate or prevent the change from happening is where the last of hope is shared. An individual may try to find ways to offer alternatives rather than adapting to the proposed change. 
The lowest ebb of the curve is depression, a sense of hopelessness and lack of ability to embrace the change. 
Lastly acceptance, reaching a point where acknowledging the change is happening followed by problem solving and establishing where they will fit. 
“By being aware of these different stages in the journey towards change, managers can provide employees with the right support and emotional response.” (Jabri, 2021) Although not a clear road map to enact change, it will give managers an insight into the likely responses it will elicit from their employees.
‘People hate stupid, unnecessary, imposed change’ (Stern and Cooper, 2017, Taylor 2022). It follows, that to reduce the time spent at various points of the curve that communication from change makers must address these fears from the outset. Roberts and Tracey, (2025) identify that although considerate of the emotional toll change can cause, this model does not allow for individuals to be heard when they deviate from the curve. Additionally, change is formatted negatively and doesn't allow for positive storytelling to be included.


AC 2.5  
The CIPD’s Health and wellbeing at work survey 2023 found the percentage of organisations that have a standalone wellbeing strategy has risen from 40% in 2018 to 53% in 2023. Although the percentage has increased, this means that 47% of organisations do not have a standalone wellbeing strategy.  Assess the importance of wellbeing at work and assess how good work could impact wellbeing.

The World Health Organization defines health as a state of complete physical, mental, and social wellbeing (WHO, 2025). Considered a holistic view it shows how each element affects a person's overall wellbeing.
Vital to an organisation, a wellbeing strategy will directly impact the success of the business. The CIPD Health and wellbeing at work survey 2023 identified the top three benefits of employers increasing their focus on employee wellbeing. These were better employee morale and engagement, a healthier and more inclusive culture plus better work-life balance (Suff,2024).
There are two types of motivation. Intrinsic where people feel their work is interesting enjoyable and challenging e.g. learning a new skill for the joy of learning or volunteering to help others. Extrinsic is what we feel when a task is completed for an external reward, working to be paid exercising to lose weight (Falk, 2023). Motivated staff are likely to have good morale and a desire to be engaged.
A healthier culture reduces presenteeism, the act of attending work when you are not physically or mentally well enough, and absenteeism where staff are repeatedly failing to attend work, excluding valid reasons. Additionally, retention levels remain consistent as employees feel supported and have work life balance.
Organisations that do not have a wellbeing strategy, witness a drop in morale and productivity and can directly impact wider negativity leading to damaged reputation as a business and employer (Nagar, 2024).  Conversely where strategy is implemented, as in the case study of Three UK, not only did they win the Health and Wellbeing award in 2019 they also reported that 83% of its staff were happy with the company’s wellbeing support (Sharp, 2019).
[bookmark: _Int_UajnP85g]Good work is defined by CIPD (2024) as accessible to all, allowing work life balance and is fairly rewarded, i.e. the means to safely make a living. Good work incorporates meaningful tasks e.g. intrinsic motivators that encourage or challenge an individual, and extrinsic, fair pay whilst balancing the demands of the role with external ‘life’ factors.
Maslow’s hierarchy of needs places importance on feeling safe. McLeod & Guy-Evans (2025) suggest that mental health sits firmly within this section. Feeling secure in your job role i.e. creating social bonds will improve an individual's mental health and benefit the organisation.
In my current capacity as Partnership Coordinator, popularity of workplace wellbeing has increased since the covid-19 pandemic. Strategic HR professionals now advocate for wellbeing policies to directly impact the creation of healthier more supportive environments.


AC 3.1
Provide a brief overview of the employee lifecycle and discuss people practice roles at the recruitment, development and separation stages of the lifecycle. 
The Employee Lifecycle has six phases (Taylor, Woodham 2021). 
Attraction, where the job role is marketed focusing on the cultural fit. Recruitment and selection, focusing on a person's values and beliefs to ensure they align with the organisation. Next onboarding, preparation for day one looks at educating the employee about the company's values and integrating them early. Developing, the training and induction phase that supports the organisational values and develops employees further. Retention considers how to keep employees, not just at the end stage where employees have become dissatisfied, it covers how reward and recognition is used to create a sense of belonging where individuals can feel safe and valued (Rock, 2008). Lastly, separation when an employee leaves an organisation. Businesses compile feedback mainly through a leaver interview, to learn from and make recommendations for change. The effective management of each stage is a “crucial function because it deals with the most valuable asset of your organisation: people.” (Nikoloska, 2025)
During the recruitment phase the People Professional creates a person specification and job description that details specific duties and creates a list of values and beliefs the applicant would need to demonstrate to be the right fit for the organisation. Advertising is centred around these values to attract those who are aligned. The People Professional will review applications and use a marking scheme to select those deemed suitable to proceed to subsequent stages of the process. 
Development stage includes training both at induction and development.  Being able to use information gained at the recruitment process can tailor this, for example a qualification held by the recruit may reduce the training time or refocus the time towards technical elements of the role. Additionally, when organisational strategy is altered affecting change, training and development will be used to support and encourage individuals to embrace the change and move forward within the organisation (Kotter, 2012).
People professionals are involved in several aspects during the separation phase. When leaving on good terms, personal choice or due to retirement an exit interview will be completed. This gathers information on what led to this decision and where changes could be fed back within the organisation to improve retention. For retirement, other options rather than a complete separation might be considered including a phased exit, flexible working or a reduction to part time hours. The People Professional works with the Managers and employee to establish an arrangement that both sides agree to. 
A dismissal will address an employee's inability to meet the job requirements. The People Professional will act as an impartial representative ensuring the ACAS Codes of Practice are upheld to provide a ‘fair and proper procedure' (Taylor, Woodham, 2021).
As a holistic cycle, these stages will overlap and feedback from each will impact how the process evolves. This model actively encourages evaluation, review the employee journey and ensure it remains fit for purpose. (Nikoloska, 2025)


AC 3.2
Analyse how people practice supports organisational strategy through vertical integration and how people practice supports wider people strategies through horizontal integration. 
Vertical integration is a strategy that supports a business who seeks to control all aspects of its business and supply chain. Netflix initially sold access to films but have used vertical integration to take over responsibility for the creation of films (Tingsager and Smith, 2022).
In vertical integration, where new functions or departments have been introduced, recruitment will need to adapt to ensure the right fit. Training and development bring along existing staff to continue within the organisation and work towards the new strategy. Performance management ensuring that any staff that fall behind are supported reducing the chance of separation. Netflix has seen success following its vertical integration, namely the brand recognition and awards attributed to its content creation which has seen profits and notoriety increase.

Horizontal strategy is defined as the plan to broaden and move into new markets with the goal to strengthen their current position, increase services offered and grow their customers (Tingsager and Smith, 2022). Seen in mergers this integration model brings companies together, for example Facebook acquiring Instagram.

In horizontal integration, where the focus is merging duplicate departments, recruitment will focus on reviewing and updating job descriptions. Should the workforce planning exercise identify less opportunities than the total of staff currently employed then redundancies will be explored. Training and development specifically for those merging into the company the priority will be on education on the company its mission and culture. Performance management will be used to work alongside training to ensure those new to the business are given the support to adapt and then succeed.
Strategic Human resource management informs business strategy and vice versa. Organisations increase their financial performance by implementing HR systems that enhance employees’ abilities, motivation, and opportunities to make contributions that align with an organization’s strategic goals (Han, Kang, Oh, Kehoe and Lepak, 2019).

Workforce planning puts strategy into practice, it is a tool to share information and help achieve longer term business goals (Peters, 2024). It balances supply against demand (Hayden, 2024) put it simply, it maps where staff are needed within a business to meet its objectives. Recruitment training and performance management are interlinked and intrinsic to both integration methods. 




AC 3.3
An organisation is planning to introduce a four-day working week. Discuss the processes the people function could use to consult and engage with managers and employees to understand their needs when moving from a five-day to four-day working week.
The four-day working week model condenses work schedules from five days to four. As a result of the Covid-19 pandemic, organisations are considering this change to offer a better work life balance to employees whilst maintaining business productivity (Vige, 2025).
Favourable implications for employees include less time in work which positively impacts their health, reducing chance of burnout plus the potential to enjoy their job more (Christian, 2023). For Managers the implications include increased productivity. Microsoft Japan trialled this model giving all staff every Friday off during the month of August (2019) without decreasing it’s pay (Paul, 2019). Its direct result saw productivity increasing over 40%, employees took less time off and the cost of utilities reduced by 23%. This example shows clear savings to the business without negatively impacting it’s objectives.
Less favourable implications are shown in the example of Allcap, a UK based Engineering supplies company (Christian, 2023). The 2022 trial brought in quickly, lacked preparation. Allcap struggled to balance the demands of customers who were accustomed to a seven day a week service. There was also a decline in the sales team’s productivity and increased stress incurred for not meeting targets. 
People Professionals can support the organisation by assessing the needs of the business and employees. Using engagement strategies like surveys, focus groups and workshops or town hall meetings encourages two-way feedback.
Townhall meetings are a tool used for businesses to share information on proposed changes. Here explaining to all staff, the move from five to four-day working weeks would be announced plus a breakdown of next steps that include ways individuals can express their feedback. 
Surveys are structed questionnaires that gather feedback from employees. Used to understand employees' and managers needs and concerns it can help People Professionals to best implement the new four-day week. 
Focus Groups offer opportunities to discuss the themes and include employees. As Kotter’s model shows involving employees can create the necessary buy in to make the change implementation successful (Taylor, 2022). Managers can form groups to discuss their concerns with senior management and separate groups to discuss with their employees.
Feedback at each stage is important. Two-way feedback builds trust and reduces resistance to change. Used during the process can also identify progress and make modifications as required (Gifford, 2022).
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