


Executive Summary
This report aims to explore how Employment Relations are managed within Jane Systems Ltd, a small software company in South West Wales, and if and how this has been impacted by the COVID19 pandemic.
In such unprecedented times, with Brexit – the UK leaving the European Union after being a member since the early 70s - to dealing with a major global pandemic, businesses across the world have faced extreme and unfamiliar circumstances.
The literature review aims to look at the different macro factors affecting businesses and will be delving deeper into the pandemic and what it means for businesses, as well as the looming exit of the European Union at the end of 2020.  
Findings within Jane Systems are explored, and recommendations are proposed to enhance the company’s handling of Employment Relations in the future.

















Glossary of Terms
JS – Jane Systems
ER – Employment Relations
HR – Human Resources
MST – Microsoft Teams
SWOT – Strengths, Weaknesses, Opportunities, Threats
PESTLE - Political, Economic, Sociological, Technological, Legal and
Environmental
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Set around the global COVID pandemic, this report assesses impact of Employment Relations (ER) within a small technology company in Swansea.  
Jane Systems Ltd (JS) develops, implements and supports HR and payroll software primarily for the education and housing sectors.  It is a privately owned company with two directors and 11 members of staff.  There is also one sub-contractor from Belgium. The staff are a split of four women to nine men aging from 21 to mid-sixties, all white and heterosexual from Wales and England.  Most staff are married with children.  Job roles within Jane include development, support, project management, training and consultancy and accounts and administration.   The theoretical approach towards ER is that JS is unitarist as it does not deal with any trade unions, and simply consists of management and staff.  As such, there is currently no formal organisational structure and no formal HR function. 
ER has come a long way and has been shaped by many factors over many decades from industrial strikes to grand scale marches, trade union developments and political, sociological and ecological influencers.  It effects both the employee with regards to matters such as job satisfaction, income, fairness and ability to express their opinions - whereas the employer would be more concerned with profit, the quality, providing employment and in turn, employee engagement. (Budd and Bhave 2008). 
JS is more of an informal organisation where ER is deemed unnecessary - although it has adopted certain “necessary” policies to cover essential HR issues such as discipline and redundancy for example – a handbook is available for new staff members detailing all about JS and its procedures.  There is also evidence of employee/employer transparency and a high level of understanding and trust. The workplace emanates a happy, supportive and positive atmosphere.
In March 2020, the Government declared a global pandemic – Covid-19.  This led to staff and management at JS preparing for uncertain times, looking at home working and generally organising JS to mitigate any risks to the business. 
As businesses began to close due to the national lockdown, JS was inundated with cancellations for training across many of its sites as schools, colleges, universities and housing associations – the “bread and butter” customers of the business -  no longer saw these costs as a priority.  This meant the company had to change the way it worked rapidly and offer more flexibility and remote friendly solutions to its staff and customers.
This report will aim to look at the following; 
1.	What impact has Covid-19 had on JS and how does this compare with employment relations within the UK generally?
2.	A critical evaluation will be conducted to find out how JS managed with the Covid-19 pandemic.
3.	The impact that a lack of ER has had upon JS with recommendations following the pandemic to improve how JS deals with employment relations.
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This literature review will look at how organisations deal with the broad spectrum of issues that may arise due to internal or external factors such as equality and diversity, redundancies, mental health, political influencers, and more recently – Covid-19.  
A very ambiguous environment for businesses may mean, now more than ever, that business owners and leaders may need to display much more empathy.  Deloitte (2019) reported that we now live in a “VUCA” world, as leaders are challenged in how they develop stability and direction for their businesses, especially during such a digital era.  VUCA is an acronym, based on the leadership theories of Warren Bennis and Burt Nanus (1987), and stands for Volatility, Uncertainty, Complexity and Ambiguity. (Vuca-world.org 2020)
The elements of VUCA and how a team may perceive this “VUCA world” is explored further in Appendix 1 of this report. 
2.1	What is Employment Relations (ER)?

ER and its definition depend on the size and type of organisation.  ER in an SME would differ massively to that of a large organisation, as there is more of a multi layered hierarchy with line managers for different departments.  A public sector organisation would also differentiate greatly in its dealings of ER to organisations in the private sector.
The CIPD (2020) offers a relationship orientated goal definition by stating that ER today deals with both individual and collective workplace relationships between employee and employer.   It also states that the dramatic decline in industrial relations, trade union membership and collective bargaining since the 1980s has been replaced by individual relationships and the refocus is online managers to engage and develop good working relationships with employees.  
Gennard and Judge (2010:225) have a more controlling definition to ER by stating that “the purpose of ER is to establish rules, regulations and agreements to regulate the employment relationship”
Bennet, Saundry and Fisher (2020) go on to say that whilst an employer can buy an employee’s capacity to work, the contract of employment cannot adequately set out in detail the work that needs to be completed and ER therefore seeks to bridge this gap in the employment contract. An earlier view, Behrend (1957), adds that there is a continuous negotiation and renegotiation - labelled the “wage-effort bargain”.
The definitions above are two very opposite ends of the spectrum.  There is the relationship-based approach where the employer has the desire to create a trusting and balanced working relationship – in line with what is experienced at JS.  Interestingly in 2020 Glassdoor, a website where current and former employees anonymously review companies, listed Google at number 11 of their “best places to work” as they care for their employees and their employees are proud to represent them (Investopedia 2020).  The alternative is a more regulatory approach whereby the employer pays the employee for a service and expects them to adhere to the terms stated in their employment contract.  Simply put the employee is likely to be reliant on the employer for their standard of living, and the employer sees the employment as an agreement of work for pay.
Management styles and their approaches to ER according to Bennett, Saundry and Fisher (2020) largely depend on the approach business leaders have towards ER. They could approach ER with a unitarist perspective, therefore believing that organisations are “fundamentally harmonious and integrated” striving toward the same common goal which contrasts with a pluralist approach.   A pluralist approach recognises the differences that can be present within an organisation leading to inevitable conflict.
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Traditionally, ER were concerned with resolving disputes with Trade Unions at the helm. Typically, unions would deal with matters such as pay, employee rights and keeping the peace between employers and employees.  WERS (2011) found that more recently, many managers would rather consult with employees than with unions.
ER in the 21st century is peppered with different factors that can impact the way in which people work.  Macro-factors that might change the way in which an organisation would function include demographic factors where CIPD (2020) reports that a third of the employed in the UK are 50 plus and that the level of the younger and insufficiently skilled workers coming forward will not effectively replace those who leave the workforce leading to issues with demand and inability to meet targets. 
In terms of economic factors, 2008 through to 2009 saw the UK facing its first major recession in over 50 years.  The UK recovered slowly to be faced with more challenging times ahead with the global pandemic and the UK leaving the EU.  Media across the UK such as the BBC and the Guardian (2020) began to spread the story of the UK “in recession for the first time in 11 years” with the Guardian going on to say that the economy in the UK is facing a long recession lasting into 2021 due to Covid-19 infections rising during the second wave and heightened restrictions forcing businesses to close to control the virus.
More recently, in June 2016, a life changing political majority vote set to dramatically rock the economy was cast where the UK voted to leave the EU. This posed a major threat to companies that dealt in international trade with the EU and, along with others, Tetlow and Stojanovic (2018) have suggested that Brexit will have a negative effect on the economy.  However, in the most important year for the UK leaving the EU, dubbed the “transition period”, a global pandemic dominated the Prime Minister and his frontbench.
Ongoing technological changes have also become a major factor that may affect how organisations operate in the future.  Frey and Osborne (2013) argue that almost half of all jobs will be threatened by AI by 2033.  This year has seen a dramatic increase in the use of automated systems largely due to the Covid-19 pandemic.  
Other factors, although some issues might be outside the scope of this paper, have also been influential. For example, social factors such as the availability of migrant workers or legal factors such as the everchanging laws brought in and/or abolished by the ongoing changes involving both Covid-19 and Brexit.
An effective method to analyse the above-mentioned key factors that influence an organisation from the outside is by using a PESTLE analysis which can be found in Appendix 2.   It offers people professionals insight into the external factors impacting their organisation (CIPD 2020)
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HR Solutions (2020) report that businesses face many threats ranging from technology problems, epidemics, terrorism and environmental disasters.  In order to operate “business as usual”, it is important to have a crisis contingency plan in place to familiarise all staff on how to deal with such situations.
Covid-19 entered the UK late January and is an infectious disease caused by a newly discovered Coronavirus WHO (2020)   At the time of writing, the virus has already killed over 75k in the UK and 1.7m worldwide. (ECDC 2020)
The UK Government has been at the forefront of media gossip due to their handling of the Covid-19 pandemic according to an article in The Guardian (2020).  It goes on to state that European press are pointing out that the UK has the worst death rate in Europe with an underfunded and unprepared health service.  An RSA article (2020) also reports that “in the case of the UK, fundamental weaknesses in governance, of authority and decisiveness, have appeared, through an early unwillingness or incapability to act at pace and scale”
As the UK enters its second wave of the pandemic, the national media reports daily closures and redundancies.  According to Personnel Today (2020), half a million redundancies were planned in the first 5 months of the outbreak.   The pandemic has been an enormous blow to many businesses including the hospitality sector and many smaller independent businesses and shops.   SMEs in the hospitality and leisure sector have been the worst affected by the Covid-19 pandemic losing 54% of their monthly business income (Aldermore Bank 2020)


Figure 1. Adapted from Aldermore Bank 2020 

	SME sector
	% change in income as a result
of Covid-19
	Number of months before the 
business is damaged long-term

	Hospitality & Leisure
	-54%
	4

	Food & Drink
	-52%
	4

	Wholesale, Retail and Franchising
	-41%
	5

	Healthcare
	-32%
	4

	Education
	-31%
	5

	Manufacturing
	-28%
	6

	IT & Computing
	-23%
	4



An article on the Mckinsey website (2020) reports that SMEs currently account for 50 percent of the total revenue generated by UK businesses and 44 percent of the country’s labour force.  The article also states that when surveying SME’s pre and during the pandemic, 80% reported a loss of revenue with worries concerning defaulted loans, retaining employees and sustaining supply chains.
Legislation entitled The Covid-19 Act 2020 came into force to grant the Government emergency powers to deal with the pandemic.  Under the umbrella of the Coronavirus Job Retention Scheme (CJRS), the furlough scheme was introduced and is described by CIPD (2020) as a temporary leave of absence from work due to economic conditions affecting one company, or matters affecting the whole country. The scheme which sees the government pay up 80% furloughed employees wages – to a maximum of £2,500 / month, came into force to provide employers with a temporary solution to keep employees on the payroll without them physically working.   
The fear of furlough and redundancies are high on the agenda during the pandemic with statistics at the beginning of December standing at over 9.5 million furloughed and over 250 thousand made redundant (Guardian 2020).  CJRS was due to end on 31st October but has now been extended until the end of April 2021.  
Companies have reacted differently to the epidemic. For example, Slater Gordon – one of the UK’s leading consumer law firms which currently employ 2000 staff.  In May 2020, the chief executive stated that they were closing their London office when the lease expires, currently home to 200 staff, as working from home has become the “new normal” and will seek a smaller premises that will be used to host meetings.  (Law Gazette 2020)
Mental Health is currently recognised as a major concern with communication moving from face to face to online and remote.  Deloitte (2020) has put together a PDF document entitled “Remote Collaboration - Facing the challenges of COVID-19”.  It’s an in-depth guide that reports on life being very different with the new blended approach of work and private lives.  It lists the frequent challenges and good practices to enable employees and employers to think differently.  A major challenge facing many organisations was employees being unable to engage directly with their colleagues and employers, leading to a feeling of disconnection and isolation, with less creativity and productivity. Technical issues were also reported, along with “screen fatigue” by staring at a screen all day, home schooling and childcare whilst working from home.
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Personnel Today (2012) previously stated that in an SME, one employee would be the HR department in its entirety and would be expected to perform and be knowledgeable of all the HR functions.  HR Magazine (2014) later states that HR within a SME is deemed as a “blocker” – it is a huge commitment of time and effort – an inconvenience.  
The Government’s Department for Business section on their website reports that at the start of 2019 there was 5.9 million private sector businesses in the UK – a jump of 3.8% from 2018 - and of which 5.82 million were small with between 0 to 49 employees. (Gov.uk 2020)

Figure 2: Adapted from Gov.uk - The number of private sector businesses in the UK, 2000 to 2019 (HMRC CJRS PAYE RTI data 2020)


[image: Numbers of UK businesses increased from 3.5 million in 2000 to 5.9 million in 2019.]





Bennett, Saundry and Fisher (2020) note that most of these SMEs are individual or family owned businesses with no shareholders.  They also state that the majority are run by the employer as the manager in contrast to a larger organisation which would be owned by shareholders and quite possibly multiple levels of managers and a HR department.  
Bacon (2013) points out that an organisation is made up individuals with a range of differing opinions – but how ER is approached by owners and managers of organisations depends on whether they have a pluralist or unitarist approach.  We then need to factor in how an organisation “manages” its workforce and this all depends on how big the company is, where it is located and the people who run it.  Dundon and Rollinson (2011 p.114) believe that instead of labelling a style of management as authoritarian or paternalistic, it should be defined as “a manager’s preferred approach to handling ER , which reflects the way that he or she exercises authority over subordinates”. 
Bennet, Saundry and Fisher (2020 p102) believe that the authoritarian approach to ER is not important as it only handles policies and procedures concerned with grievance and discipline. The softer “people issues” are a lower priority…until they arise! Forbes (2020) states that we are plunging into a new decade meaning now more than ever, it is important for business leaders to understand the difference between being authoritative and authoritarian,
By contrast, a paternalistic organisation has a much more positive attitude and matriarch/patriarch approach to their employees with CIPD (2020) stating that in the earliest days of UK benefit provision, some companies offered benefits because they believed they had a duty of care to their employees.  
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Forbes (2020) stated that very toxic cultures still existed within companies at the beginning of the new decade, and during the pandemic, good work examples were becoming more apparent with companies showing their priority lies with their workforce as opposed to profit.  Glassdoor (2020) reported a top 10 of the highest rated CEOs in the UK during the pandemic praising CEOs who stood out with their leadership skills and showing their true colours.  Technological industries came out top as these jobs can be carried out remotely – bugs and fixes, software updates, and the writing of program scripts can all be carried out from anywhere if you have a PC and WIFI connection. 
Figure 3. Adapted from Glassdoor Economic Research (Glassdoor.com/research) – The 10 Highest Rated CEOs During the COVID-19 Crisis in the UK
[image: ]
During the pandemic, companies made the headlines for the way they looked after their workforce.  Timpsons key cutters kept on all its permanent staff and topped up 80% of their wages paid by the furlough scheme to ensure they receive full salaries (FT 2020).   More recently several big stores including Asda, Marks and Spencer and Pets at Home, announcing they will close their stores on Boxing Day to give staff a much-needed day off.  Morrisons and Tesco have gone against the idea and will open but have said they will reward their staff in other ways including bonuses and double pay. (BBC News 2020).  
Shockingly, some businesses have not been so considerate on their approach to the Covid-19 crisis with Wetherspoons advising its 43k staff that they would not get paid a penny until the Government provided furlough funds and even advised its workforce to obtain jobs in Tesco (Guardian 2020).  Elsewhere in the world, USA company Bird who manufacture electronic scooters to reduce carbon emissions, callously invited 406 employees to a zoom conference call that lasted just 120 seconds to tell them they would be out of a job on April 3rd 2020 as their response towards the Covid-19 pandemic. (Corporate Rebels 2020).
The RSA (2020) reports that there are 5 principles for good work – Security, Growth, Wellbeing, Freedom and Subjective Nature.  Similarly, Peter Cheese, CEO of CIPD defines good work as “work that is engaging, gives people a voice, treats them fairly, is good for their wellbeing and helps them to progress” and goes on to state how it should be a positive environment leading to bigger and better things, better productivity and innovation (New Statesman 2017). 
In 2018, Matthew Taylor was appointed to conduct a review of the UK employment framework entitled “The Good Work Plan” - a major overhaul of employment law.  Taylor’s principal belief was that all work should be fair and decent offering realistic opportunities for individuals to grow and progress.  The plan was originally drafted and presented in 2018, with more elements of the good work plan coming into force in April 2020.  These new elements placed new administrative burdens on employers and presenting new challenges including but not limited to enhanced redundancy protection, day one right to written statements of the main terms and conditions of contracts of employment and enforcing the proper use of NDA’s.
Bennett, Saundry and Fisher (2020) believe that stronger and more realistic values occur amongst engaged organisations and when there is trust, fairness and mutual respect.  They also go on to say that when there is engagement amongst employees and employers, it empowers people to do their best at work as they feel respected, involved, respected, listened to, and most importantly – it makes them feel a valued member of the team.
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An article in Forbes (2020) states that we have been taught some big lessons from the Covid-19 pandemic and that the normal way in which businesses used to operate could be replaced forever by the “new normal”.  They go on to mention greetings like handshakes would be deemed too risky and may be replaced by elbow bumps or even bowing.  The article also mentioned going to work unwell with the slightest sniffle may need to wear a mask and working from home may be permanent.  At the 2020 CIPD Festival of Work, one of the major lessons preached among business leaders was 'Don't snap back'. Use the pandemic to change workplaces for the better. (HR Magazine 2020).
The impact of a severe set of sanctions set against a background of total Brexit uncertainty has led to a totally unprecedented commercial environment that has resulted in several outcomes;
· Many businesses have been forced to close several times since March such as the hospitality, health and beauty industries (ACCA 2020)
· Some businesses going out of business whilst others reporting their best results in years – Ocado reported sales up 36.5% in the 12 weeks up to Christmas (Telegraph 2020)
· Some businesses having partial availability such as supermarkets only being able to sell essential items (BBC News 2020)
· The majority of those who can work must work from home 
· Deserted high streets with far more online shopping. – London was deserted in the busy run up to Christmas when Tier 4 – The UKs highest lockdown restrictions were imposed. (Evening Standard 2020)

Thankfully at the beginning of December, the UK became the first Western country to license a vaccine against Covid.  According to Which (2020), the vaccine cannot be seen as a silver bullet, and life won’t instantaneously return to normal, as it is not clear yet about how long lasting the vaccine is and whether it is a preventative measure or just a way of ensuring people don’t get very unwell.  For the economy and education sector, it’s a massive step forward and a sense of hope that sometime in 2021, the UK can return to some sort of “new normal”,
Finally, automation and AI is inevitably going to be a contributing factor to the decline of manual labour versus machines.   According to research conducted by PWC (2020), the global economic growth that AI will provide by 2030 is worth $15.7 trillion.  Gartner (2020) goes on to say that Covid has shifted business models and the demand for digital skills has accelerated meaning HR leaders will be looking for a more diversified skill set.  According to ACCA (2020) the technological sectors thriving during the pandemic are;
· Cloud computing such as Microsoft Azzure
· Video conferencing and collaboration such as MST 
· Electronic payments such as GoCardless
· E-Commerce such as Amazon
· Streaming, video and gaming content such as Netflix 
New Scientist (2020) reports that Covid-19 has put a rocket up the back of more automation, robotics and AI and although the trend isn’t new, the global pandemic has certainly accelerated it.
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JS has been extremely fortunate with the Covid pandemic with no staff having to be furloughed, and no ER issues raised.  The company has continued to trade throughout the lockdown months with all its staff working remotely and using MST to connect.  They still rent their office space and have no intentions to change this.  All the team feel however that working life going forward will be a mixture of home and office working to keep in touch with other employees.  Since JS has become strictly remote, weekly meetings have occurred to train all staff in all aspects of the business to create a stronger workforce.  Fortnightly meetings have been set up to enable the support team to raise any concerns with support tickets and monthly finance meetings are also set up for management to liaise with finance to ensure the company continues to meet its financial demands and make a profit.   
Unfortunately, there have been barriers which have caused issues within JS with a breakdown of communication between staff members.  This has been evidenced within current invoicing procedures as invoices have failed to be flagged and therefore missed with processes changed and not discussed beforehand.   A new format was implemented by management to ensure this issue did not re-occur. 
Nevertheless, statistics in figure 4 also show that the take up on the CJRS for smaller business was considerable meaning JS did well during the pandemic.
Figure 4 	CJRS claims by employer size as at 30 September 2020 – employer level
	Employer size
	Employers furloughing staff
	Take-up rate
	Value of claims made for periods to 30 September (£ million)

	1
	130,000
	18%
	1,133

	2 to 4
	210,800
	32%
	3,593

	5 to 9
	91,700
	38%
	3,658

	10 to 19
	54,700
	40%
	3,909

	20 to 49
	42,500
	48%
	5,848

	50 to 99
	13,500
	46%
	3,644

	100 to 249
	7,900
	46%
	4,128

	250+
	5,000
	43%
	15,396

	Unknown
	600
	-
	48

	Total
	556,700
	29%
	41,356



This table shows us that establishments with an employee banding like JS (highlighted), there was a 40% (54700) take up rate of CJRS costing the economy nearly £4 million.   
Its success during the pandemic is due to JS being mainly cloud based.  Therefore, no aspect of the business was inaccessible for remote working staff and moving from office to home working was relatively straight forward as staff had access to their own laptops and once the IT department had made a few changes, the external server was accessible 24/7.   
In terms of profitability, JS managed to move all site-based training to webinar-based training with the implementation of many sites being rolled out successfully throughout the pandemic – these included sites who had postponed at the start of lockdown.
Further reasonings and issues that apply to JS during the pandemic appears in the SWOT analysis in Appendix 3.
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The aim of this report was to look at the employment relations set up within JS, a small company with no apparent HR function simply consisting of management and its employees.  Factors that may affect organisations were drawn upon including technological, financial and political with focus on Covid-19 – a global pandemic which struck in March 2020 where businesses across all sectors were thrown into unknown territory.
Covid-19 is a live issue which is currently in its second wave – and is expected to be a lot worse than the first.   Thankfully, JS has been very fortunate throughout the pandemic with no significant impact on their business, and where office to home working was turned around almost instantaneously thanks to systems already being in place.  No staff were furloughed or laid off, and instead the management utilised the time to strengthen their team and train all employees on their HR and Payroll system.  
The literature review found that the pandemic has already had an enormous effect on employment rates with 250 thousand made redundant by December (Guardian 2020).  There have been examples of excellent companies who have approached the uncertainties facing them, by ensuring their staff are financially supported for as long as possible and there have been companies who have had a more profit orientated and selfish approach by laying off staff in the most brutal of ways.  Mental health has also been at the forefront of the pandemic with isolations, redundancies and lockdowns causing more harm than good.
JS deals primarily with the employment sector, and thankfully the knock-on effect of this sector suffering with closures during lockdown, did not have a detrimental effect on the company.  It had the systems in place to offer webinar-based training and staff were confident in their approach to be able to advise on the furlough scheme and how it would fit in to the Jane operating system.  There was also mention of the role of AI and how this may be another positive with JS in future for the company itself, but a major concern for the employees as webinars could eventually be delivered via interactive recording
Overall, the findings were positive with the only major factors being the sector they deal with – however management have no intentions on diversifying this and instead decide to train all staff in their software to strengthen their team.  The other issue JS faced was a breakdown in communication.  JS is a small and close-knit community of employees who up until this year, had regular meetings to discuss any areas of concerns or ideas they had.  They had to, like many other UK companies, modify their methods of communication to telephone, email and webinar based overnight with their premises being closed since March.
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JS has been very fortunate and managed to continue business as normal, with staff moving from office to remote based without issue.  This is primarily due to systems already being in place for those employees who need to access the servers and who normally attend customer sites for training.
However, JS should not be complacent and should now put a contingency plan in place to mitigate future risks to its business.   They need to consider what sorts of events are likely to detrimentally effect the company.  A major impact would be a security breach, but it must also consider a physical attack or an attack on its IT servers.
JS also reported minor communication flaws with working now being remote – thankfully this was resolved.  However, it could put a plan into action to ensure that procedures are in place to prevent anything being lost in translation going forward.
An action plan can be found in Appendix 4 of this report for JS to ensure measures are in place for any future crisis that may arise.
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7.	Appendices
[bookmark: _Toc60909769]Appendix 1 – The VUCA World and Empathetic Leadership 

	VOLATILITY – Lead with VISION

A team member may think in these testing times of COVID, BREXIT and technological change;

“Is my job still relevant?”

· A team requires guidance, and managers of all levels should lead by example to enable the team to understand how and why what they are doing today will still be relevant tomorrow.

JS have decided to hold weekly meetings via MST across all departments to enable all team members to have knowledge of all the aspects of the software and can pick up on various roles such as support and training.  It also goes through general statistics of the company, and future enhancements of the software so all team members feel included.

	UNCERTAINTY – Lead with UNDERSTANDING

A team member may feel anxious about their future within a company with all the redundancies sprawled across the media and may question;

“Will I still have a job?”

· Transparency is key to ensure team members feel secure in their positions at work.

JS connected regularly with its team members in 1-2-1 meetings to check how they are doing.  

It also organised extravagant Christmas gifts for all its team members and sent them to their home address with a Christmas MST party to get the team together socially.

	COMPLEXITY – Lead with COMMUNICATION

A team member may feel slightly lost, confused, and overwhelmed during these different times and may be thinking;

“I’ve never been in this situation before and I am not happy!”

· When communicating to the team, leaders should follow the 3Cs as mentioned by Forbes 2017
· Clarity – be clear with requests
· Connection – being conversational to connect with team members before meetings to break the ice.
· Concision – putting forward a point, the reasoning behind it and giving an example so everyone understands.

The management at JS always ensure its team understand instructions as a constantly customer facing enterprise, mistakes can be disastrous.  There is also friendly banter at the beginning of most MST meetings, just to make members feel more connected.

	AMBIGUITY – Lead with ADAPTABILITY

A team member may be asked to do tasks that is not in their job description.

· Leaders must ensure the objectives of the company are understood.  They must motivate their team to be adaptable during these testing times and to be confident in using software, but not afraid to ask if they are unsure.  

Joiner and Joseph 2006, list three agility levels in their Leadership Agility publication;

1 – Expert – Technical supervisor, problem solver, solution seller
2 – Achiever – Clear objectives, lead strategic change, motivate and orchestrate staff, engage in challenging cross boundary conversations
3 – Catalyst – Lead transformative change, develop high independent teams, collaborate and develop creative solutions to tough company issues.

Team members in JS have pulled together in the most testing of times.  All team members support each other and management lead with transformative and strategic aims by arming them with further knowledge so anybody can “pick up the slack” should the need arise.






[bookmark: _Toc60909770]Appendix 2 – PESTLE Analysis of Jane Systems Ltd

	POLITICAL

JS has been affected in terms of;
· Remote working
· Travel to sites

The political environment has been unstable for the past 4 years due to the referendum vote for the UK to leave the EU and the pandemic which in turn has had a massive knock on effect.   

JS resides under Welsh Government restrictions at present and continues to do so in to 2021.

	ECONOMIC

Thankfully JS has so far not furloughed or made any staff redundant during the pandemic and have managed to continue to make a profit and operate normally.

	SOCIAL

JS has so far not been affected by customer buying habits and received many orders for training, new installs and licence increments during November and December 2020. 

Now that a deal has been made between the EU and the UK, it will be interesting to see what affects human behaviour and cultural trends have in store for JS?



	TECHNOLOGICAL

2020 has been a year of rapid technological advancements due to COVID-19 whereby establishments have been restricted to click and collect (shops) or table service (hospitality) only whereby customers are able to order via an app opened by scanning a QR code.  The governments system of test, trace and protect is at the forefront to assist in keeping the spread of Covid-19 under control – an app or simple scan of the QR code enables customers to “check-in” to premises and to alert surrounding customers of a positive Covid-19 diagnosis

JS currently delivers live training sessions either on site or via webinar, however thanks to the rise of AI, there is no reason to prevent an interactive recording of the training modules being introduced in the future to prevent labour costs. 
	LEGAL

JS deals with a lot of sensitive data due to dealing with the HR and payroll records of hundreds of schools, universities and colleges.  They are therefore heavily regulated under the Data Protection Act 2008 and ICO. 



	ENVIRONMENTAL

JS has recycling systems in place at its office that all staff must adhere to.  

JS also has a quiet and environmentally friendly office with a lake nearby for staff to walk around to get exercise at lunchtime.  












[bookmark: _Toc60909771]Appendix 3 – SWOT Analysis of Jane Systems Ltd during the Covid-19 Pandemic

	STRENGTHS
Smaller organisation – so no hierarchy.  WERS (2011) report that four out of five managers prefer to consult directly with staff rather than via representatives.  JS management had regular weekly meetings with all staff.
Ability to offer webinar-based training as this is already established within the company.  
Their system is all cloud and windows application based meaning the product offered isn’t affected and employees can continue to support and maintain via a range of resources (GoToAssist, MST, Zendesk, Basecamp)
Their accounts package is also controlled by cloud-based software Xero meaning finance staff and management had visibility over the cash flow of the business
All staff have access remotely the shared server. They also have access to laptops that can be taken home.
JS has multiple reseller partners in the same which offers security. JS currently has a major partner in the education software field which has enabled them to stay afloat during the pandemic.  Furthermore, JS already had its own customer base and has recently appointed a business development manager to further enhance and grow the business.
JS also has well over 130 established customers that they currently bill monthly for annual support and maintenance.
	WEAKNESSES
No face to face contact – everything done via email and MST conversation.   This can mean staff could feel out of the loop and not feel so secure or confident in carrying out their duties.   From a management perspective, a high degree of trust must be placed in staff to be working when they should be. According to ACAS (2020) “employers and employees should be practical, flexible and sensitive to each other's situation when working from home because of the coronavirus pandemic “
No HR department can mean any grievances or issues must be dealt with from employee to manager – doing this remotely via video chat for example can be daunting.
Internet issues can cause downtime especially with so many working remotely during the pandemic and relying on home internet services which can be weaker than the faster office-based connections.  During the pandemic, most office staff across the UK are working or self-isolating at home, which was a major strain on domestic internet use.    Ofcom (2020) report that “UK adults are now spending more than a quarter of their waking day online – the highest on record”.  Poor connectivity can lead to stress and burn out due to staff working unsociable hours to catch up.
School, MAT, University and College closures due to pandemic mean that training webinars and onsite visits which account for profit for JS has been cancelled as deemed as not a priority.
The software is quite complicated and requires constant training that can be costly for smaller independent businesses.  Simpler solutions and packages are available limiting their market.

	OPPORTUNITIES
The company has more time to sit back and evaluate its practices and has used this to their advantage by training all staff, rebuilding their website, and reassessing their customer needs and current contracts.
The company is constantly seeking fresh talent in their technical department and there are currently lots of people unemployed or furloughed.
Branching out to different sectors to enhance its customer base.


	THREATS
System and internet failures
MST privacy matters
Data breaches – data being used incorrectly when remotely accessing customer sites.
Over-reliance on the Education Sector which due to BREXIT and COVID-19 isn’t the strongest sector due to national lockdowns.
The current recession due to COVD and BREXIT
Technological enhancements with stronger cloud-based packages available on the market.
































[bookmark: _Toc60909772]Appendix 4 – Action Plan for Jane Systems 2020-2021

	[bookmark: _Toc60909773]Action Description
	[bookmark: _Toc60909774]Responsibility
	[bookmark: _Toc60909775]Action Date
	[bookmark: _Toc60909776]Due Date
	[bookmark: _Toc60909777]Required resources
	[bookmark: _Toc60909778]Potential Blockers
	[bookmark: _Toc60909779]Outcome

	[bookmark: _Toc60909780]Training and Development
[bookmark: _Toc60909781]1, Train all staff in all aspects of JS software
[bookmark: _Toc60909782]2. Regular appraisals 
[bookmark: _Toc60909783]3. Personal development plans
	
[bookmark: _Toc60909784]1. Trainers + management
[bookmark: _Toc60909785]2. Management
[bookmark: _Toc60909786]3.Management
	
[bookmark: _Toc60909787]Jan 2021
	
[bookmark: _Toc60909788]March 2021
	
[bookmark: _Toc60909789]1. MST and a trainer availability
[bookmark: _Toc60909790]2. Appointment bookings with management
[bookmark: _Toc60909791]3. Management to put in place with admin

	
[bookmark: _Toc60909792]Time, trainer availability, management availability
	


	[bookmark: _Toc60909793]Communications
[bookmark: _Toc60909794]1. Staff feedback questionnaire
[bookmark: _Toc60909795]2. 1-2-1 meetings to establish employee wellness 
[bookmark: _Toc60909796]3. Keep employees regularly in the loop on any business news.
	
[bookmark: _Toc60909797]1. Admin staff overseen by management
[bookmark: _Toc60909798]2. Management
[bookmark: _Toc60909799]3. Admin staff with prior management authorisation

	
[bookmark: _Toc60909800]Jan 2021
	
[bookmark: _Toc60909801]Ongoing
	
[bookmark: _Toc60909802]1. HR input so the correct questions are asked
[bookmark: _Toc60909803]2, HR/Mental health input so correct questions asked, and correct support provided
[bookmark: _Toc60909804]3. Emails, newsletters and weekly management meetings

	
[bookmark: _Toc60909805]Management time and finding time to be able to liaise with staff about their wellness
	

	[bookmark: _Toc60909806]Health, safety and security
[bookmark: _Toc60909807]1. Risk mitigation
[bookmark: _Toc60909808]2. Establish a chain of command
[bookmark: _Toc60909809]3. Support procedures
[bookmark: _Toc60909810]4. Data backup and security
[bookmark: _Toc60909811]5. Business continuation
	
[bookmark: _Toc60909812]1. Admin Staff
[bookmark: _Toc60909813]2. Management to appoint
[bookmark: _Toc60909814]3. Admin Staff
[bookmark: _Toc60909815]4. IT department
[bookmark: _Toc60909816]5. Management and finance team
	
[bookmark: _Toc60909817]Jan
[bookmark: _Toc60909818]2021
	
[bookmark: _Toc60909819]March 2021
	
[bookmark: _Toc60909820]1. Qualified Risk Assessor quote
[bookmark: _Toc60909821]2.Suitable candidate to develop a plan in the event of an emergency
[bookmark: _Toc60909822]3. Mental health charity numbers and activities and ongoing wellness 1-2-1s
[bookmark: _Toc60909823]4. Up to date IT equipment, tight security packages and continual data protection licences
[bookmark: _Toc60909824]5. Full team effort utilising all the above strategies
	
[bookmark: _Toc60909825]IT department tied to other tasks not enough time to sort – book out time.

[bookmark: _Toc60909826]Obtaining a risk assessor might be a costly measure 
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Rank CEO Name Employer  Leadership Score During COVID-19 Industry

1Steve Hare Sage 95%Tech

2Alan Hirzel Abcam 94%Biotech

3Duncan Llewelyn Rendall Rendall and Rittner 94%Real Estate

4Greg Reed HomeServe UK 93%Home Repair

5Daya Thayan Kingsley Healthcare 91%Healthcare

6Peter (Pete) Redfern Taylor Wimpey 91%Construction

7Tracey Storey ICP Nurseries 88%Childcare

8Mark Zuckerberg Facebook 88%Tech

9Marc Benioff Salesforce 87%Tech

10Rob Browett TeacherActive 85%Staffing


