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[bookmark: _Hlk194953847]Introduction
A company's performance depends on its internal workings, strategies, and culture, as well as outside influences. These elements are all interconnected and play a crucial role in determining how successful and adaptable a company can be. The culture within a company is especially important because it influences how employees behave, how engaged they are with their work, and how well they perform. To achieve productivity and innovation, a company's structure and goals should be in harmony. External factors like changes in the economy, advances in technology, and societal shifts have a major impact on what a company prioritises and the decisions it makes.

This paper looks at how a company's culture, structure, and strategy affect its performance. It also explores the role of external factors, change management, and initiatives to ensure employee wellbeing in shaping the future of companies. By delving into various theories and models, this paper provides an in-depth look at creating a culture focused on performance, managing change effectively, and remaining competitive in a business environment that is always evolving.

AC 1.1

Divisional and matrix structures each have unique benefits and drawbacks, influenced by an organisation’s size, goals, and complexity.
Divisional Structure This model decentralises decision-making, allowing divisions to function semi-independently, with a focus on distinct product lines, regions, or customer segments. This setup enhances agility in adapting to market changes. For instance, General Electric applies this structure to manage units like healthcare and aviation, customising strategies for each sector. However, it can result in resource duplication, as each division might maintain its own HR, marketing, and finance departments, increasing costs. Operating independently can also decrease overall cohesion and collaboration. Despite these issues, large companies like GE thrive with this structure due to their scale and the necessity for specialised strategies (Kew & Stredwick, 2016).

Matrix Structure This configuration merges functional and divisional aspects, with employees reporting to two managers—one for their functional role and another for their division or project. This encourages collaboration across departments, essential for complex projects. IBM employs this structure for its global operations, promoting innovation and alignment with company goals. However, dual reporting can lead to role confusion, conflicting priorities, and delayed decision-making, adding complexity and stress for employees. Despite these challenges, organisations like IBM benefit from the flexibility and teamwork this structure provides (Taylor & Woodhams, 2022).

In summary, the choice between divisional and matrix structures hinges on the organisation’s goals and required flexibility level. The divisional structure provides autonomy and rapid response but can be inefficient, while the matrix structure fosters collaboration but may cause confusion and slow decisions. The optimal choice depends on strategic needs and the ability to handle the challenges each structure presents.

AC 1.2

Organisational strategy directly influences the development and delivery of products and services to meet customer needs. Johnson et al. (2017) describe strategy in three stages: analysis, development, and implementation. These phases help organisations stay competitive and customer focused.

At the analysis stage, organisations evaluate internal strengths and weaknesses as well as external opportunities and threats using tools like SWOT and PESTLE. For example, Admiral assesses market trends such as the growth in digital insurance platforms and changing consumer behaviour to inform strategy. This ensures their products are responsive to customer needs.

During development, objectives are created to address findings from the analysis. Admiral’s strategy focuses on business diversification and improving customer experience. The launch of Admiral 2.0 reflects this—aiming to accelerate digital transformation and improve how services are delivered to customers (Admiral, 2025).

In the implementation phase, plans are translated into actions. This includes product launches, service redesigns and internal alignment across departments. Admiral ensures that all business areas—from call centres to digital platforms—deliver on the company’s goals of speed and ease for customers.

By aligning strategy with customer insights at each stage, Admiral develops services that address evolving consumer expectations and maintain loyalty.


An organisation’s strategy is essential for ensuring that its products or services effectively meet customer needs. A well-developed strategy allows organisations to identify market demands, align their offerings with consumer expectations, and maintain a competitive edge in an ever-evolving marketplace. The organisational strategy at Admiral is designed to ensure that products and services meet customers' needs through a customer-centric approach.  Customer-Centric Strategy: Admiral's strategy is built around customer-centric principles, ensuring that the organisation remains responsive to changes in consumer behaviour and technological advancements. This involves a comprehensive understanding of customer preferences, competitor actions, and market trends
Alignment with Customer Needs: The connection between organisational strategy, products, services, and customers is fundamental to business success. Admiral aligns its strategic objectives with customer needs, ensuring that the products and services offered are relevant, valuable, and differentiated in the marketplace
Dynamic Strategy: Admiral's strategy is dynamic, reflecting both market conditions and evolving customer demands. This adaptability helps the company to continuously innovate and improve its service offerings to maintain market leadership
Early Careers Organisational Development Strategy: Admiral's Early Careers Team is supported by initiatives such as apprenticeships, which help in recruitment, upskilling, and retraining of staff. This strategy ensures that the workforce is equipped with the necessary skills to meet customer needs effectively
Social Mobility Employers Index (SMEI): Admiral's involvement in the SMEI highlights its commitment to social mobility and creating an inclusive workplace. This strategy not only enhances the company's reputation but also ensures that a diverse range of customer needs are met
Continuous Improvement: Admiral's strategy includes continuous improvement and feedback mechanisms. For example, the strategy workstream involves working with feedback from the Social Mobility Employers Index to build on previous assessments and improve organisational performance
 Admiral's strategy is highly focused on building customer-centric, sustainable businesses for the long term. The company strives to increase customer engagement and business resilience, evolve its proposition for change in mobility, and accelerate the speed of delivery towards building a better customer experience

Overall, Admiral's organisational strategy is designed to ensure that products and services meet customers' needs by being customer-centric, dynamic, and continuously improving based on feedback and market trends. This approach helps Admiral to maintain a competitive edge and deliver value to its customers.
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External economic and market conditions have a direct impact on how organisations operate and make strategic decisions. For Admiral, which offers a range of products including car, home, van, pet, and travel insurance—as well as loans and mortgages via Admiral Money—keeping pace with these external factors is essential for both customer satisfaction and business continuity. In 2025, three key external factors are shaping Admiral’s priorities, interest rates, inflation, and technological developments.

Interest Rates

Interest rates affect borrowing costs for both consumers and businesses. Recent high interest rates, aimed at controlling inflation, have made it more expensive for customers to borrow money to purchase high-value items like cars and homes. As a result, fewer customers are taking out finance or making large purchases, which can reduce demand for some of Admiral’s core insurance products such as motor or home insurance.
In addition, higher interest rates can impact Admiral’s other business areas, such as Admiral Money, by making its loan and mortgage products less competitive. Customers may be discouraged from borrowing or refinancing, which affects income from these services.
 Admiral is focusing on value and affordability. This includes promoting multi-cover policies, offering flexible payment options, and reviewing pricing models to maintain competitiveness. The goal is to retain existing customers while continuing to attract new ones, despite tighter household budgets (Harwood, 2024).

Inflation

Rising inflation increases the cost of living and puts financial pressure on consumers, who may reduce or cancel insurance policies to cut expenses. Inflation also impacts Admiral's operational costs—for example, repairs for vehicle damage or home insurance claims become more expensive due to higher labour and material costs.
This affects Admiral’s profit margins and challenges pricing strategies. Offering the lowest price is no longer enough; value and customer loyalty are key. Customers are more selective and expect more from their insurance providers.

Admiral has responded by focusing on cost-efficiency and service quality. Investing in automation and digital self-service tools helps reduce operational costs while maintaining a strong customer experience. Ensuring customers feel valued even in a financially challenging climate is vital to maintaining policy renewals (FCA, 2022).

Technological Change

Technology is reshaping how services are delivered and how customers interact with brands. Consumers now expect quick, digital access to insurance quotes, policy changes, and claims handling. Admiral’s products are accessed via comparison websites, its own website, and contact centres—but expectations for speed, personalisation, and convenience continue to rise.
Admiral’s strategy includes a focus on “Admiral 2.0,” which aims to improve the customer experience by increasing the speed and efficiency of service delivery. The business also invests in automation and AI to process claims faster and reduce customer effort.
Admiral is prioritising the use of technology to meet evolving customer expectations while improving operational performance. This includes ongoing investment in digital platforms and employee training to support new systems (CIPD, 2023).

In summary, high interest rates, inflation, and technological innovation are all having a significant impact on Admiral’s customer behaviours, product demand, and operational costs. The organisation's strategic focus—business diversification, motor evolution, and enhancing service through Admiral 2.0—supports resilience in this context. However, the business must continue balancing customer needs with financial sustainability, using tools like PESTLE and SWOT to analyse risks and opportunities before implementing new initiatives (Birch, 2019).



External factors such as economic conditions, technological advancements, and social changes significantly affect the focus of companies. These factors determine how businesses plan their operations, make financial decisions, and allocate resources, requiring them to be adaptable and quick to respond.
Economic elements like interest rates and inflation have a direct impact on company operations and financial strategies. High interest rates increase borrowing costs, making it harder for businesses to secure necessary funds. For instance, Tesco might postpone significant investments to avoid financial strain during these periods. Inflation decreases consumer purchasing power, compelling companies to adjust their pricing and cost strategies. Businesses like Amazon and Walmart address this by enhancing operations, leveraging technology, and modifying pricing to maintain competitiveness and customer loyalty (CIPD, 2023).
Technological advances, especially in AI and automation, have revolutionised industries by boosting efficiency and improving customer experiences. Tools like chatbots and predictive analytics help streamline operations and provide personalised services. However, automation can result in job losses, prompting the need for investment in employee training. Companies like Google and Tesla utilise AI to refine product development and customer interactions, maintaining their competitive edge (Gov.uk, 2023).
Social trends, including the increase in remote work and the emphasis on employee wellbeing, also influence company priorities. The COVID-19 pandemic accelerated the adoption of remote work, prompting businesses to implement digital collaboration tools. This transition posed challenges in sustaining employee engagement and productivity, but companies like Microsoft and Slack experienced increased demand as businesses adapted (Kew & Stredwick, 2016). Additionally, a focus on employee wellbeing has led companies to invest in initiatives supporting work-life balance, mental health, and flexible work arrangements. Organisations like Google and Salesforce have found that these investments enhance employee engagement and reduce absenteeism, improving overall performance (CIPD, 2023).
Disruptions in the global supply chain, triggered by geopolitical events, natural disasters, or pandemics, are another critical external factor. The COVID-19 pandemic highlighted vulnerabilities in supply chains, leading companies like Apple and Toyota to diversify suppliers and develop contingency plans. These measures ensure continued operations by sourcing materials from various suppliers. Emphasising supply chain resilience has become crucial, with a focus on real-time tracking and improved communication with suppliers to prevent disruptions and mitigate risks (Taylor & Woodhams, 2022).
To sum up, external factors such as economic conditions, technological advancements, and social trends play a crucial role in shaping company priorities. For businesses to remain competitive, optimise resources, and secure long-term success, they must adapt to these influences. By continuously evaluating these factors, companies can stay flexible and prepared for change, ensuring sustainable growth.
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At Admiral, technology plays a critical role in delivering efficient, customer-focused insurance and financial services. The business continues to expand its use of automation, artificial intelligence (AI), and digital tools to improve service delivery, reduce manual work, and respond to growing customer expectations for speed and convenience.
One key area where technology is embedded is in customer service operations. Admiral uses AI-powered chatbots on its website and app to handle routine enquiries such as policy changes, payment updates, and FAQs. These tools are available 24/7 and help reduce pressure on call centres by dealing with straightforward queries quickly. This allows live agents to focus on more complex, sensitive cases. AI is also being trialled in claims processing, helping to assess damage, validate documentation, and flag potentially fraudulent claims, all of which can speed up decision-making and improve the customer experience (Mills, 2021).

Internally, Admiral continues to invest in digital transformation under its Admiral 2.0 strategy, which focuses on increasing the speed of service and reducing customer effort across all touchpoints. This includes improving the self-service options available through Admiral’s digital platforms and enhancing back-office systems to streamline workflows for employees.

The benefits of this scale of technology include

· Efficiency gains: Automating manual tasks frees up employee time and reduces administrative burden.
· Cost savings: Fewer manual interventions lead to reduced operational costs in areas like claims and customer services.
· Improved customer experience: Faster service, reduced waiting times, and 24/7 availability enhance customer satisfaction and retention.
· Better data use: Technology helps Admiral collect and analyse large volumes of customer data, supporting better decision-making and personalised services.
· 
However, there are also several risks and challenges that come with relying more heavily on technology

· Job displacement: As some tasks become automated, there is concern among employees about role redundancy, particularly in contact centre roles. While new digital roles are created, they may require different skills.
· Digital skill gaps: Some employees may lack the technical skills needed to work with new systems or adapt to changing processes.
· Employee morale and resistance: Rapid changes can create uncertainty, and if communication and training are lacking, staff may disengage.
· Data privacy and regulation: With more digital processes, Admiral must ensure customer data is handled securely and in line with GDPR and other compliance requirements.

To address these risks, Admiral has invested in its Data Academy, a training initiative designed to help staff develop digital and analytical skills so they can adapt to the evolving work environment. Employees are also supported through clear change communications and learning platforms to ensure new technologies are adopted smoothly (Admiral, 2025).

In summary, Admiral’s use of technology is extensive and growing. While the benefits to customer service and operational efficiency are clear, people professionals play a key role in helping the workforce adapt, reskill, and stay engaged through this ongoing digital transformation.


Technology is rapidly transforming businesses, with AI, big data, and automation reshaping how work is conducted. These technological advancements have the potential to enhance organisational performance by improving efficiency, accuracy, and customer service. For instance, AI-powered chatbots can handle routine queries, freeing human agents to address more complex issues. This reduces operational costs, improves response times, and allows resources to be reallocated to strategic tasks.
However, integrating technology into the workplace also presents challenges. The adoption of AI and automation can lead to job displacement, particularly in roles involving routine tasks. To address this, organisations must invest in upskilling and reskilling initiatives to help employees transition into new roles that require advanced skills. This ensures that the workforce remains relevant in a technology-driven environment (CIPD, 2023).
For example, Amazon has successfully integrated AI into its operations, using algorithms to optimise its supply chain and personalise recommendations, which has contributed to its success in e-commerce (Gov.uk, 2023). Similarly, Google leverages AI to enhance user experience and streamline operations, making AI a tool not just for efficiency, but also for maintaining a competitive edge.
As AI becomes more prevalent, its impact on work extends beyond improving productivity. It frees up employees from repetitive tasks, allowing them to focus on higher-value roles such as problem-solving and innovation. In sectors like manufacturing, however, automation has replaced many low-skilled jobs, raising concerns about unemployment. Organisations must respond by offering training programmes that equip workers with skills for new roles requiring technical expertise or creativity (CIPD, 2023).
The introduction of AI also reshapes the nature of work itself. While some jobs become obsolete, new roles requiring expertise in data science, machine learning, and AI ethics emerge. Organisations must create opportunities for continuous learning to prepare their workforce for these shifts. This requires investments in both technical skills and soft skills such as critical thinking and adaptability, which remain highly valuable in the digital workplace.
Despite the clear benefits of AI, organisations must also consider ethics, transparency, and fairness in its implementation. AI systems must be free from bias, ensuring equal opportunities for employees and customers. Organisations must establish clear governance frameworks to ensure that AI supports human dignity and operates in a way that is transparent and ethical. This is essential for gaining employee trust and protecting customer privacy.
Ultimately, the integration of AI and automation into the workplace will impact both the nature of work and the skills required by employees. Organisations must balance embracing technological innovation with supporting their workforce through this transition. Continuous dialogue between management, employees, and technology providers is essential to ensure the successful integration of AI into business operations.
Organisations that successfully integrate AI and automation, while addressing challenges such as job displacement and ethical concerns, will be well-positioned to enhance performance and maintain a competitive advantage. As workplaces continue to evolve, businesses must remain flexible and continuously adapt their strategies to keep up with technological progress

AC 2.1

Charles Handy’s model of organisational culture categorises organisations into four distinct cultural types: Power, Role, Task, and Person cultures. Each type influences decision-making, power distribution, and employee behaviour, shaping how employees interact and align with organisational goals. Understanding these types can help organisations assess their internal dynamics and make adjustments to improve performance.
In a Power Culture, decision-making is concentrated in the hands of a few individuals at the top of the hierarchy. This centralisation allows for quick decisions, which can be beneficial in fast-moving environments. However, it often creates an autocratic atmosphere where employees feel disconnected and have limited influence. While such a culture can drive rapid changes, it can also lead to employee disengagement and lower morale, as staff may feel undervalued or excluded from the decision-making process (Kew & Stredwick, 2016).
A Role Culture, by contrast, is marked by clearly defined roles and responsibilities, often within a bureaucratic structure. Authority is based on job titles rather than expertise, and processes are standardised to ensure stability and predictability. This culture is effective in large organisations where consistency and control are needed. However, the rigidity of role cultures can stifle creativity and adaptability, as employees may feel constrained by strict hierarchies and predefined duties, which can reduce innovation and flexibility (Schein, 1992).
Task Cultures are oriented around specific projects or tasks, with employees organised into teams that focus on achieving shared goals. This type of culture encourages collaboration and is suited to organisations that require flexibility and adaptability, such as in consulting or research and development. While task cultures promote innovation and cross-functional teamwork, they can sometimes lead to role ambiguity, as tasks may change frequently and responsibilities may not always be clearly defined. This can create uncertainty for employees who are constantly adjusting to new demands (Kew & Stredwick, 2016). Despite these challenges, task cultures are often associated with high levels of employee engagement and innovation due to the collaborative focus on achieving goals.
Finally, a Person Culture is centred around individual autonomy, where employees are given the freedom to make decisions and work independently. This fosters creativity and innovation, making it ideal for organisations that rely on entrepreneurial mindsets. However, without a strong unifying vision, person cultures can struggle with coordination and alignment, leading to inefficiencies as individual efforts may not always align with organisational objectives. This culture is often seen in smaller organisations or teams where individual expertise is highly valued (Schein, 1992).
David Rock’s SCARF Model further enhances our understanding of organisational behaviour by identifying five key domains that influence how employees perceive their work environment: Status, Certainty, Autonomy, Relatedness, and Fairness. These domains are essential for fostering a supportive organisational culture that motivates employees and promotes engagement.
The Status domain refers to an individual’s sense of importance within the organisation. Employees who feel valued and recognised are more likely to be motivated, while those who feel undervalued may disengage. Organisations can address this by ensuring employees receive appropriate recognition and clarity about their roles.
Certainty relates to the predictability of the work environment. Employees thrive when they understand what is expected of them and have a clear sense of stability. Uncertainty, especially during periods of change, can create anxiety and undermine performance. To address this, organisations should provide clear communication and transparency, helping employees feel secure and confident in their roles.
Autonomy refers to the degree of control employees have over their work. When employees can make decisions and manage their tasks, they feel empowered and motivated. However, micromanagement can have the opposite effect, leading to frustration and reduced morale. Organisations that promote self-direction and trust in their employees tend to foster higher satisfaction and productivity.
Relatedness concerns the sense of connection employees feel with their colleagues and leaders. Strong relationships and a sense of belonging contribute to a positive work environment, where employees are more likely to engage with their work and each other. Organisations that promote teamwork and provide opportunities for collaboration can strengthen relationships and enhance communication.
Finally, Fairness relates to how just and equitable the work environment is. Employees are more motivated when they perceive that decisions, rewards, and opportunities are distributed fairly. Unfair practices, on the other hand, can lead to resentment and disengagement. Organisations must strive for transparency and consistency in their policies and actions to ensure that all employees feel respected and valued.
By addressing the SCARF domains, organisations can create a culture where employees feel motivated, engaged, and satisfied. This contributes to a positive work environment, improves employee retention, and enhances organisational performance. For example, providing certainty during times of change and ensuring fairness in decision-making can help mitigate stress and foster a supportive environment, leading to increased productivity and overall success (CIPD, 2023).
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People practices have a significant influence on the culture of an organisation and the behaviours it promotes. At Admiral, one of the most impactful areas of people practice is employee development. The way Admiral designs and delivers learning and development initiatives has a direct effect on how employees think, work, and interact with others.
Development supports a culture of empowerment, progression, and high performance. According to the CIPD (2023), learning and development practices can shape organisational values by reinforcing what behaviours are expected and rewarded. In Admiral’s case, continuous development is a core part of its identity. This is seen through structured pathways such as onboarding for new joiners, leadership development for aspiring managers, and digital training as part of its Admiral 2.0 strategy.
One of the key programmes in Admiral is the internal Data Academy, which supports the upskilling of colleagues in areas such as data literacy and analysis. This not only helps Admiral adapt to digital change but also promotes a growth mindset, as employees are encouraged to gain new skills and apply them in meaningful ways. This supports a culture of learning and agility, both of which are essential for maintaining a competitive advantage in a fast-changing sector.
Development is also integrated into performance conversations. Managers at Admiral are encouraged to hold regular 1:1s focused not just on performance outcomes, but also on development goals. This helps reinforce a culture of open dialogue, continuous improvement, and trust. As Taylor and Woodhams (2022) note, when development is ongoing and accessible, employees are more engaged and aligned with business goals.
Another example is Admiral’s leadership development framework, which identifies talent internally and helps shape the next generation of managers. Progression is based not only on business performance but also on how well individuals demonstrate Admiral’s values—such as collaboration, fairness, and putting customers first. This encourages behaviours that support a positive working culture and discourages purely target-driven attitudes.
The result is a workforce that is confident, motivated, and aligned to Admiral’s culture. Employees feel valued because their development is taken seriously, and they understand what behaviours are recognised and rewarded. This has a direct impact on employee retention, engagement, and productivity—all of which contribute to Admiral’s reputation as a great place to work (Admiral, 2025).

In summary, development practices at Admiral are a core driver of its organisational culture. By linking learning to business needs, values, and personal growth, Admiral fosters the kind of behaviours it needs to remain successful, resilient, and customer-focused.



People practices such as recruitment, training, performance management, and employee wellbeing are pivotal in shaping organisational culture and influencing employee behaviour. These practices not only impact employees’ skills but also their attitudes, values, and alignment with the organisation’s strategic goals, helping to create a cohesive culture that drives engagement and success.
Recruitment plays a critical role in ensuring that new hires align with the organisation's values and culture. Selecting candidates who fit culturally ensures that employees share common goals and understand the organisational mission. For instance, companies like Google and Zappos place significant emphasis on hiring for cultural fit, ensuring that new employees align with the company's core values and foster a positive, collaborative work environment. This alignment reduces turnover and increases long-term employee satisfaction, as employees who fit the culture are more likely to stay and perform well (Kew & Stredwick, 2016).
Training and development are key to maintaining a culture of continuous learning and growth. Offering opportunities for skill development not only helps employees perform better but also prepares them for future challenges. For example, LinkedIn provides extensive employee development programmes that foster innovation and career growth. These programmes support the organisation’s strategic objectives and help maintain its leadership in the professional networking space (Schein, 1992). Similarly, IBM invests heavily in training to upskill employees in areas like AI and cloud computing, ensuring the workforce is prepared for future business needs. By aligning development opportunities with organisational goals, companies ensure that their employees possess both the technical and soft skills needed to thrive.
Performance management systems help align employee behaviour with organisational objectives by setting clear expectations, providing regular feedback, and recognising achievements. These systems ensure that employees understand how their individual performance contributes to the broader goals of the organisation. For example, companies like Salesforce implement performance management strategies that focus not only on individual achievements but also on aligning behaviours with core values such as trust and innovation. This approach helps maintain high employee engagement and promotes a strong organisational culture focused on collaboration and success.
In addition to recruitment, training, and performance management, employee wellbeing initiatives play a significant role in shaping organisational culture. Organisations that prioritise wellbeing create a supportive work environment, leading to higher employee engagement and satisfaction. Initiatives such as mental health support, flexible working arrangements, and employee assistance programmes are becoming essential for organisations seeking to improve employee retention and productivity. Companies like Salesforce and Google have integrated wellbeing into their corporate cultures, providing comprehensive healthcare benefits and work-life balance programmes. This not only improves employee satisfaction but also enhances organisational performance by fostering a healthier, more engaged workforce (CIPD, 2023).
By integrating effective people practices into their strategies, organisations can create a strong, performance-driven culture. Recruitment ensures alignment with organisational values, training promotes growth, and performance management aligns efforts with goals. Additionally, wellbeing initiatives help maintain a positive, supportive environment that enhances employee engagement and reduces turnover. These practices, when implemented together, ensure that the organisation remains competitive and well-positioned for long-term success.
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Kotter’s 8-Step Change Model (1996) is a widely used framework for implementing organisational change. It emphasises leadership, communication, and employee engagement, making it a suitable approach for transitioning teams back into hybrid working arrangements following the Covid 19 pandemic.
The model’s eight steps are
1. Create a sense of urgency
Communicate clearly why returning to the office for two days a week is necessary—for example, to improve collaboration, mentoring, and team cohesion. This helps shift attitudes from “why change?” to “why now?”
2. Form a powerful coalition
Identify influential managers, HR leaders, and trusted team members to champion the hybrid working change. Their involvement can encourage broader acceptance and help manage resistance.
3. Create a vision for change
Develop a clear, shared vision for the hybrid model, such as maintaining flexibility while rebuilding connection and culture. Linking this vision to organisational goals increases buy-in.
4. Communicate the vision
Use a mix of emails, meetings, and informal channels to explain the hybrid model and address concerns. According to Burnes (2017), consistent and transparent communication is vital to reduce uncertainty.
5. Remove obstacles
Identify and resolve barriers such as lack of transport, workspace issues, or childcare needs. This could involve staggered schedules or flexible arrival times.
6. Create short-term wins
Celebrate early progress—like teams reporting better collaboration or improved morale after returning on-site. These quick successes reinforce that the change is worthwhile.
7. Build on the change
Use feedback from staff to refine the hybrid model. Continue to provide support and adapt policies based on real-world experience.
8. Anchor the change in culture
Embed hybrid working into company values and behaviours. Managers can lead by example, and performance systems can reflect the importance of in-person engagement.
While Kotter’s model offers a clear roadmap, it’s sometimes criticised for being too rigid in fast-paced environments (Cameron & Green, 2019). For changes like hybrid working, which involve personal routines and preferences, flexibility and empathy are also essential.
In practice, a people-centred approach grounded in Kotter’s model but adapted with regular feedback and two-way communication would give the hybrid working policy the best chance of long-term success.


Managing change is crucial for organisations seeking to stay competitive in a rapidly evolving business environment. One of the most well-known frameworks for managing organisational change is Kotter’s 8-Step Change Model, which provides a structured approach to guiding organisations through transformations. This model focuses on leadership, communication, and employee involvement, making it particularly effective for managing significant changes, such as the implementation of hybrid working.
The first step in Kotter’s model is to create a sense of urgency, motivating employees and stakeholders to recognise the need for change. In the case of hybrid working, organisations must communicate its benefits, such as increased flexibility and better work-life balance, to show that it’s a strategic shift necessary for remaining competitive. Without a sense of urgency, employees may be reluctant to embrace the new working model, so leadership must emphasise its importance.
Next, forming a powerful coalition is crucial. A group of leaders from various departments should champion hybrid working and guide the organisation through the transition. This coalition helps address resistance and ensures that the change is implemented across all levels. Leadership should also act as role models, demonstrating commitment to the new working model and supporting their teams throughout the process.
After establishing urgency and securing leadership support, the next step is to create a vision for change. This vision should clearly explain how hybrid working benefits employees, the organisation, and customers. For example, allowing employees to work both remotely and in the office can provide the flexibility needed to balance personal and professional lives. A well-defined vision helps employees understand the positive impact of hybrid working, making them more likely to adopt the change.
Communicating the vision is the next essential step. It’s vital that leaders and managers regularly update employees on the transition, using various communication methods such as emails, meetings, and intranet posts. Clear and consistent communication helps to address any concerns employees may have and keeps them engaged in the change process, fostering a sense of ownership and commitment to the new way of working.
To make the change successful, organisations need to empower employees to act. This involves providing employees with the necessary tools and resources, such as collaboration platforms and video conferencing tools, to work effectively in a hybrid environment. Training and support are also essential to ensure employees are confident in using new technologies and adjusting to the hybrid model.
Creating quick wins is vital for maintaining momentum. By running pilot schemes or short-term trials of hybrid working, organisations can showcase its benefits, such as improved employee engagement or higher productivity. These early successes build confidence in the change and motivate employees to fully embrace the new working model.
Once initial successes are achieved, it’s important to consolidate gains. This involves expanding hybrid working across the entire organisation, addressing any challenges, and refining the process to ensure it continues to meet the needs of both employees and the organisation. The goal is to integrate hybrid working into the organisation's culture, making it a permanent and effective part of operations.
The final step is to anchor the changes in the organisation’s culture. Hybrid working must become embedded in the organisation’s long-term strategy. This may involve updating policies, revising performance management systems, and ensuring that leadership continues to prioritise hybrid working. By embedding the change into the company’s culture, organisations can create an environment where employees are empowered to work in a way that suits their individual needs while contributing to broader organisational goals (Gov.uk, 2023).
In conclusion, Kotter’s 8-Step Change Model provides a clear and effective framework for managing the transition to hybrid working. By following these steps—creating urgency, building leadership support, developing a clear vision, and empowering employees—organisations can ensure that the transition is successful, sustainable, and aligned with the organisation’s overall strategy. Successful change management requires strong leadership, clear communication, and ongoing support for employees, all of which Kotter’s model emphasises.
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Change is not only operational it is emotional and psychological. Understanding how people experience change allows organisations to support employees effectively, reduce resistance, and maintain morale. Two commonly used models that help explain how individuals respond to change are the Kübler-Ross Change Curve and Bridges’ Transition Model.
Kübler-Ross Change Curve
Originally developed to describe the emotional stages of grief, the Kübler-Ross model has been adapted for workplace change. It identifies five key stages people typically move through:
1. Denial – refusing to accept the change.
2. Anger – feeling frustrated or resentful about the change.
3. Bargaining – attempting to regain control or negotiate.
4. Depression – feeling disengaged or lacking motivation.
5. Acceptance – adjusting and embracing the change.
At Admiral, this model can be applied to changes in working arrangements. When the business moved from fully remote working back to a hybrid model (with employees required to work on-site at least one day a week), reactions varied. Some staff were initially in denial, questioning the need for the change after two years of successful home working. Others expressed frustration, fearing loss of flexibility or work-life balance.
To support employees through these stages, Admiral offered informal check-ins with managers, open forums to share concerns, and access to Mental Health First Aiders. Over time, most employees moved towards acceptance especially once they experienced the benefits of in-person collaboration and clearer work boundaries.
This model helps HR teams and leaders predict emotional responses and tailor communication and support accordingly. As Carnall (2007) notes, emotional reactions to change are natural, and effective change leadership requires empathy and understanding.
Bridges’ Transition Model
While the Kübler-Ross model focuses on emotional stages, Bridges (1991) emphasises the internal psychological shift that accompanies external change. His model has three stages:
1. Ending – letting go of old ways or routines.
2. Neutral Zone – a period of uncertainty, adjustment, and sometimes confusion.
3. New Beginning – accepting the change and moving forward with confidence.
When Admiral rolled out its new hybrid working model, the Ending phase involved staff adjusting to the loss of full remote work. In the Neutral Zone, some employees struggled with commuting again or finding a routine. During this time, Admiral offered flexibility, training, and regular updates to maintain trust and morale. As the change became embedded, employees reached the New Beginning stage—building new habits and recognising the benefits of hybrid collaboration.
Bridges' model is particularly useful because it reminds leaders that internal acceptance lags behind external implementation. It reinforces the need for ongoing communication and patience, especially when the change affects employee identity or routine.

In summary, both the Kübler-Ross and Bridges models provide valuable insight into how change is experienced. At Admiral, applying these frameworks has helped HR teams anticipate resistance, support employees emotionally, and make change more sustainable. Supporting the emotional journey of change is as important as managing logistics.


The Kubler-Ross Change Curve is a widely used model that illustrates the emotional journey individuals experience during change. The curve consists of several stages: Shock, Denial, Anger, Bargaining, Depression, and Acceptance. Individuals may experience these stages differently, depending on their personal circumstances and the nature of the change. Understanding this emotional journey is important for organisations to provide the necessary support at each stage, helping employees transition through the change process.
For instance, during the Shock and Denial stages, employees may resist the change or fail to acknowledge its impact. As they move through Anger and Bargaining, organisations can offer reassurance, training, and support to help employees cope with their emotions. By the time employees reach Acceptance, they are more likely to embrace the change and integrate it into their work.

AC 2.5
Wellbeing at work is essential for maintaining a healthy, engaged, and high-performing workforce. When employees feel supported physically, mentally, and emotionally, they are more likely to be productive, loyal, and resilient. According to the CIPD Health and Wellbeing at Work Survey (2023), the percentage of organisations with a standalone wellbeing strategy has increased from 40% in 2018 to 53% in 2023. While this is a positive trend, it also highlights that 47% of organisations are still without a formalised approach, suggesting wellbeing is still not universally prioritised.
Admiral takes a proactive stance on wellbeing and has integrated it into its wider people strategy. Although not labelled as a standalone strategy, the company’s approach is embedded and consistent across areas including mental health support, physical health, flexibility, and social connection. Initiatives include access to Mental Health First Aiders, an EAP for counselling, flexible shift patterns, and onsite and virtual fitness options through Gympass.
Wellbeing is not only about benefits but also influenced by the quality of day-to-day working life. The CIPD Good Work Index (2023) defines “good work” as work that is meaningful, gives autonomy, promotes fair treatment, enables development, and supports work-life balance. These elements are directly linked to wellbeing outcomes.
At Admiral, “good work” is encouraged through practices such as:
· Flexible working, allowing employees to better manage their time and reduce stress.
· Regular development check-ins and access to learning pathways, increasing a sense of purpose and progression.
· Inclusive policies and active employee networks, which support belonging and fairness.
· Wellbeing surveys to gather feedback and act on issues like workload or team dynamics.
For example, when employees reported hybrid working fatigue, Admiral responded with clearer guidance on boundaries, optional in-office wellbeing walks, and manager training to support staff remotely. These actions reflect an understanding that wellbeing is shaped by everyday experiences, not just benefits.
By creating the conditions for good work, Admiral improves wellbeing outcomes such as lower sickness absence, higher job satisfaction, and stronger team morale. In contrast, organisations that fail to create “good work” environments risk disengagement, burnout, and higher turnover.


Employee wellbeing is increasingly recognised as a crucial factor in organisational performance. A focus on wellbeing enhances employee engagement, reduces absenteeism, and fosters a positive work culture. Several factors influence wellbeing, including work-life balance, job stress, and organisational support. A standalone wellbeing strategy can help improve physical and mental health, contributing to overall productivity. Research shows that organisations with robust wellbeing strategies tend to have higher employee engagement and retention (Taylor & Woodhams, 2022). Organisations that offer flexible working arrangements, mental health support, and opportunities for career development create an environment where employees can thrive.
Wellbeing initiatives not only improve employee morale but also contribute to better organisational outcomes. Employees who feel supported and valued are more likely to be productive, loyal, and engaged. By prioritising wellbeing, organisations can enhance performance and reduce turnover, leading to long-term success. Organisations like Salesforce have implemented wellbeing programmes that include mental health support, flexible working options, and career development opportunities. These initiatives improve employee resilience, job satisfaction, and overall wellbeing (CIPD, 2023).

AC 3.1

The employee lifecycle refers to the journey an individual takes during their time with an organisation. It typically includes stages such as attraction, recruitment, onboarding, development, retention, and separation (Hawker, 2018). Each stage offers opportunities for people professionals to positively influence culture, engagement, and strategic outcomes.
This analysis concentrates on three key stages recruitment, development, and separation and the specific people practice roles involved at each.

Recruitment
Recruitment is the process of attracting, selecting, and appointing the right candidates into the organisation. People professionals play a vital role in ensuring the recruitment process is fair, inclusive, and aligned to the organisation’s values and long-term goals.
At Admiral, recruitment teams work closely with hiring managers to create job adverts, structure interviews, and assess candidates in line with business needs. For example, structured interviews with behaviour-based questions ensure candidates are evaluated not just on technical ability but also on alignment with Admiral’s values such as collaboration and customer focus.
This supports the business strategy by ensuring talent is brought in with the right attitude and potential for growth. The CIPD (2023) highlights that poor hiring decisions can increase turnover and harm performance, while effective recruitment can boost diversity and future talent pipelines.

Development
Development focuses on upskilling employees, improving performance, and enabling progression. This stage is essential for engagement, retention, and innovation. Learning and Development (L&D) teams, supported by line managers, play a central role in delivering this.
At Admiral, development is embedded into performance management through regular check-ins and individual development plans. The business runs internal academies (e.g. Data Academy) to upskill staff in line with digital transformation goals, and leadership programmes to support succession planning.
This aligns with Admiral’s strategic focus on Admiral 2.0, which aims to increase service speed and operational efficiency through digital capability. Development also supports internal mobility, allowing staff to move between departments and build long-term careers at Admiral.
According to Taylor and Woodhams (2022), development practices influence organisational behaviour by promoting learning cultures, trust, and adaptability—all critical for high-performing teams.

Separation
Separation includes retirement, resignation, or redundancy. Managing exits well is important for maintaining reputation, morale, and continuity. People professionals oversee offboarding, exit interviews, and knowledge transfer processes.
At Admiral, HR supports line managers in managing voluntary and involuntary exits professionally. Feedback from exit interviews is recorded and used to identify patterns such as high turnover in a department which can trigger strategic interventions, such as revising management support or reviewing workload.
A respectful and transparent exit process supports Admiral’s employer brand and can lead to boomerang hires or positive word-of-mouth recruitment. It also aligns with the organisation’s values by treating employees fairly throughout their time with the business.

In summary, each stage of the employee lifecycle gives people professionals the opportunity to influence behaviour, performance, and strategy. When recruitment, development, and separation practices are aligned with business goals—as they are at Admiral—they help build a resilient, skilled, and engaged workforce.


The employee lifecycle refers to the stages an employee experiences with an organisation: recruitment, development, retention, and separation. At the recruitment stage, people practices focus on selecting candidates who align with the organisation’s culture and job requirements, ensuring a strong fit (Kew & Stredwick, 2016). At the development stage, organisations invest in training, mentoring, and career development to help employees grow and align with organisational goals (Schein, 1992). Finally, at the separation stage, organisations manage the exit process, ensuring a smooth transition, whether through resignation, retirement, or redundancy. This stage is crucial for maintaining positive relationships and ensuring employees leave with respect and dignity.
People practices at each stage align with the organisation’s strategic goals, helping build a motivated, skilled workforce. Recruitment ensures new hires share the organisation’s values, which drives performance and long-term success. Training and development further equip employees with the necessary skills to meet organisational objectives, contributing to overall organisational growth (Kew & Stredwick, 2016).

AC 3.2

People practice supports organisational strategy through vertical integration, where HR practices align with the organisation’s overall strategic goals, and horizontal integration, where people practices align with wider organisational people strategies. Vertical integration ensures that HR practices are aligned with the company’s business objectives, such as talent management and performance reviews that drive business outcomes. Horizontal integration ensures that HR practices are aligned with employee engagement, wellbeing, and development programmes, fostering a cohesive organisational culture and improving performance (CIPD, 2023).
People practices are closely connected with other areas of the organisation, supporting the achievement of broader strategic goals. HR, for example, ensures that the workforce is aligned with the organisation’s mission, vision, and values by recruiting and developing talent that contributes to strategic objectives. People practices play a central role in shaping organisational culture by promoting collaboration, innovation, and high performance. These practices help create an environment where employees feel valued, supported, and motivated, which ultimately contributes to the achievement of long-term organisational goals. Aligning people practices with organisational culture is key to creating a work environment where employees are motivated and engaged. Performance management systems that focus on recognition and feedback help reinforce the desired behaviours and cultural values, driving employee motivation and overall performance. Similarly, training programs that emphasise the organisation's values and culture help employees understand the importance of these elements in their day-to-day work (CIPD, 2023).


AC 3.3

To successfully transition to a four-day working week, organisations must consult and engage both managers and employees. The people function can use methods such as surveys, focus groups, and one-on-one consultations to understand employee needs and concerns. Engaging employees in the decision-making process fosters buy-in and reduces resistance to change. Additionally, managers must be involved in discussions to address operational challenges and ensure the change aligns with the organisation’s goals (Kew & Stredwick, 2016).
Consultation and engagement with internal customers, such as employees and managers, are crucial for ensuring that people practices meet the needs of the organisation. These tools provide valuable insights into the experiences and needs of employees, allowing organisations to develop tailored solutions that address specific challenges (CIPD, 2023).
Regularly engaging with internal customers helps build trust and ensures that employees feel heard and valued. This collaborative approach leads to better decision-making and more successful implementation of change initiatives.





Conclusion

An organisation's performance and culture are shaped by its structure, strategic plans, external trends, and human behaviour. When a company aligns its culture with its goals and supports how employees are treated, it can encourage innovation and strong performance, leading to long-term success. As technology advances and societal changes occur, companies must adapt to meet the needs of both employees and customers while keeping their focus on their objectives.
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