1. (AC 1.1)

Organisational structure is how all about how an organisation ‘delegates roles, responsibilities, job functions, accountability and decision-making authority.’ (Organ, 2023). At Link Financial Outsourcing, the current structure of the organisation is a functional hierarchy structure, this structure always had a ‘leader’ at the top, then ‘layers of management below reflecting a subdivision of labour’ these subdivisions are then focused on achieving specific business goals based around each function i.e. HR and L&D. Link Financial Outsourcing is a debt collections company, that is strictly controlled by FCA Regulations, this is why a more bureaucratic/hierarchical structure has been implemented here, as the environment and work carried out needs to be stabilised and controlled to ensure compliance (Nallalingham, 2023).

The advantages of this strategy are the clarity it brings to everyone within the organisation. As everyone is ‘divided accordingly’ (Indeed Editorial Team, 2023a) into departments, meaning if an employee is seeking information about their payslip, they are aware the HR would be their first port of call to take this question too, as HR deal with the payroll. Another benefit is increased productivity, which is due to employees working within departments that are catered towards they specific skills and gives employees access to other professionals within the field.

The drawbacks of this structure are the ‘greater complexity of objectives’ (Uphoff, 1994) it can lead to due to every department working towards separate goals and objectives, which takes the focus off the overall goal, making it become harder to achieve. Another drawback is using this structure limits the organisation’s ability to change due to the segregated departments keeping ‘knowledge retained’ within each function, meaning new ways of working are harder to come by as they require cross-departmental knowledge sharing.

On the other hand, there are organisations that operate with a flat structure, such as Valve, a video gaming organisation. At valve there isn’t ‘any management’ (Macgregor, 2023) and no one reports to anyone. This is common in flat structured organisations although some just have most middle-management levels removed. There are a few advantages to employing a flat organisational structure within an organisation, these include more ‘direct communication’ (Indeed Editorial Team, 2022b) both vertically and horizontally due to the chain of command being reduced and less crowded. There can also be a better morale and ‘job satisfaction’ (NI Business Info, 2023) within the organisation, as employees are given more autonomy over their role due to the reduction in management layer.

However, despite this, there are also disadvantages such as a risk of ‘generalisation’(NI Business Info, 2023)  due to employees being unclear on who they report to, there is also a risk that there will be a lack of development and progression within companies who operate this structure due to there being a small amount/no levels to develop into. As one can see, with Valve, there is also the risk of discrimination and group think, as employees here are ranked via group opinion, which in turn determines if they receive a ‘higher salary’ (Macgregor, 2023) or not.

2. (AC 1.2)

Strategy can be defined as ‘the process and outcome of shaping an organisational structure’ (Diaz, 2022). At Link Financial Outsourcing, the main strategy is to have an ‘ethical and transparent approach to credit management’ (Link Financial, 2023) buy putting customers first, whilst operating a compliant ethical business. 

Having a strategy that is customer focused is essential when looking to maintain competitive advantage within the market, and for Link Financial, this is important as the company wants to continue to build strong relationships with its customers. Link expects all employees to go above and beyond to deliver excellent services to the customer in order to increase their satisfaction level. In turn, this will encourage repeat custom, as a satisfied and ‘engaged customer is 90%’ (Sharma & Singh, 2021) more likely to use the service again and again.

This strategy aims to ensure all customers are provided with the highest quality service. This can be difficult as Link Financial is essentially a debt collector, so often times, our customers do not want to interact with us as it can be distressing for them. As part of the strategy, a specially trained Vulnerable Customer (VC) team have been introduced to deal with customers who may have extenuating circumstances. This enables us to streamline our approach to ensure we are able to help customers, not just collect debts.

Following this strategy has resulted in an increase in closed accounts and debt repayment plans in 2023 compared with the 2022 figures and since having the specialised VC team, we have been able to increase the number of accounts taken on, increasing their ability to collect more debt repayments.

Although this strategy is aligned with the company goals, the feedback received from employees working on the phone lines is that the customer centric strategy is causing them to feel neglected, suggesting that not all employees are working toward the same goal. It is clear that there is a slight disconnect between the goals of the operations departments and the support functions, with the annual survey showing employee satisfaction has dropped by 10%. The lack of focus on the employees is a concern that should be taken into account when formulating goals, objectives and strategies for 2024. One particular impact of this misalignment is that a 2024 objective of Link Financial Outsourcing is to decrease attrition to 26.5%, however, statistics show “66%’ (Lipman, 2018) of employees who feel undervalued are more likely to leave a company, so this objective may not be achievable.


3. (AC 1.3)

When analysing external factors and trends that affect companies, a tool that can be used to display this is a PESTLE Analysis. A PESTLE Analysis enables organisations to fact-find around ‘external factors’ (Battista, 2023) that could affect the decisions they make.

There are many external factors and trends that impact Link Financial Outsourcing and other companies, 

	Economic
	National Living Wage:

The changes to the national living wage in 2024 will see it increase to ‘£11.44 per hour’ (UK Government, 2023) as of April 2024. This means employees who are receiving a wage with an hourly rate lower than this will need to have a salary increase. The starting salary for employees at Link Financial Outsourcing is currently £21,465, meaning the hourly rate equates to £11.01. This rate is 43p below the new national living wage increase for April 2024. 

For Link, this means over 194 people will need a salary adjustment to meet this new law. This coupled with a decrease in profit margins puts the company under more financial strain. Couple this with the recent employee bonus payments, means that Link have had to pay out even more.

Although it can be noted that Link is already paying above the current national living wage, it is likely that the company will pay above the 2024 increase this year too, potentially adding to the costs. This will likely be the case every year, and become a long-term impact, as NLW usually rises every year.


	Legal
	Employment Law:

The upcoming changes to employment law such as changes the Employee Relations (Flexible Working) Act 2023.

The changes that are coming into force in April 2024 now mean employees are able to complete ‘two’ (Roberts, 2023) flexible working requests in 12 months as opposed to the one that is currently allowed and can complete these requests from day one, instead of after 26 weeks of employment. The decision time for organisations has also been shortened to two months instead of three.

For Link Financial Outsourcing, this means there is likely to be an increase in the number of applications for flexible working received and many more employees working on customised working patterns, rather than the set shift patterns already in place. The impact of this should be positive, as it gives everyone an equal chance to request a working schedule that provides them with a more suitable work-life balance.


	Social
	Hybrid working:

There is a current trend of an increase of people desiring hybrid or remote working within job roles, this is likely due to the ‘COVID-19 pandemic’ (ONS, 2022) that effected the UK from 2019-2022. Even after the pandemic came to an end, ‘84%’ (ONS, 2022) of people who were engaging in hybrid or remote working said that they planned to carry on doing this.

At Link Financial Outsourcing, home working is only allowed for employees at Professional level or higher. This means that Associate level employees are excluded from this, mainly due to the nature of their job being call centre agents. This has meant Associate level employees are wanting the ability to have a hybrid working pattern, more than they ever were before COVID-19 occurred. 

 Employees on the phone naturally want the same flexibility other roles have been allowed to maintain, however, this is something that can’t be offered. This will likely be a long-term issue, with negative impacts like reduced retention as employees leave to seek roles that offer what they want.






4. (AC 1.4)

Naturally, technology has become more advanced over time, allowing organisations to automate many processes and procedures. Currently, technology can be used in many ways within organisations, it can take form through automation such as the use of chatbots, accounting systems and point of sales systems, all of which see all or most of the human element that a person performing these roles may add removed. The scale of technology within organisations is rapidly changing, one can see this with the recent increase in the popularity of artificial intelligence (AI), which is likely down to a stronger understanding of how the technology works and can be used (Perrigo, 2023). 

The impacts of these technologies and their advances on work varies greatly, showing a variety of benefits and drawbacks to organisations. The main benefits of these changes include the collaboration and communication improvements technology offers to organisations; it enables employees to communicate in ‘real time’ (Peak, 2023) wherever they are. This can be done through email, Microsoft Teams or any communication technology. In terms of reliability, online messaging enables the person receiving the message and the person sending it to have hard copy evidence of the communication, this can even be used as evidence in a court of law if necessary.

As well as this, increased productivity is also a benefit of technology. The automation of specific job roles such as AI Chatbots that answer customer concerns and questions almost instantaneously, allowing more customers to get answers faster with less wait time. An example of this is the estimation that digital automation has ‘eliminated more than 10 million phone calls’ (Lohr, 2022) for Anthem Call Centres. Lastly, another benefit is the ability to carry out data driven decision making technology provides organisations with. For example, retailers may gather insights on what the most popular items are in order to develop items ‘similar to those products’ (Acxiom Technologies LLP, 2023), this can be done by tracking what items are most purchased or viewed on a company website.

However, despite these benefits, there are significant drawbacks to the growth and popularity of technology among organisations. One of these is the significant security risks technology poses to companies. With ‘54% of organisations’ having insufficient understanding of their cyber vulnerabilities, this leaves room for cyber-attacks that breach organisation security. An example of this is deepfakes, which is an ‘act of deception aimed at compromising’ (KPMG, 2023) sensitive data via the duplicate ‘fake’ creation of public or important figures.

Leading on from this, technology and the automation it provides for certain roles can lead to job displacement due to the pursuit of ‘efficiency and cost effectiveness’ (Donga, 2023) that organisations strive to obtain. Examples of this include point of sale systems that are now replacing cashiers in shops such as Tesco. Linking closely to this, many jobs that remain now involve technology heavily, such as office-based roles. These roles often include screen-based technology such as computers or laptops, where the majority of work is completed, which means an individuals screentime is dramatically increased. A high screentime can be linked to ‘several adverse effects on physical and mental health’ (Nakshine et al., 2022) having serious negative impacts on the individual in the long term. 


5. (AC 2.1) 

Edgar Schein’s model of organisational culture explains how culture is not adopted in a ‘single day’(Juneja, 2023) but is formed over time with the employees facing multiple changes. These changes shape the culture as it encourages employees to adapt and problem solve as they ‘gain from their past experiences’(Juneja, 2023), fostering a growth mindset. 

The model can be split into 3 sections:

· Artifacts: The visible environment of the organisation i.e. office layout 
· Espoused Values: The reasons as to why members of the organisation behave a certain way.
· Underlying Assumptions: Unconscious beliefs that determine how members may think and feel.

At these levels culture can be analysed.

Another model that can be used to examine human behaviour is Hofstede’s model of organisational culture. This model suggests that ‘societal values influence the culture of an organisation and the behaviour of its employees’ (Personnel Today, 2023). The model is split into 6 factors.

The factors are as follows (BusinessBalls, 2023):

1. Power Distance Index – Members of an organisation with less power accept that the power distribution is uneven. A large degree of power distance suggests that there is acceptance of strict hierarchical culture, whereas a low power distance, this is not accepted and organisation members fight for equal power distribution 
2. Masculine V Femininity – The issue of whether masculine or female values are more important. 
3. Individualism V Collectivism – How an organisation treats both individuals and groups. Individualism within an organisation would suggest individuals look after themselves instead of encouraging collaboration.
4. Uncertainty Avoidance Index – This refers to how strict an organisation may be around codes of conduct or expected behaviours. This impacts how members of the organisation can feel greater uncertainty about if the organisation is in control of the future or not.
5. Long-Term Orientation v Short-Term Orentation – Long-term organisations focus on future rewards and help facilitate this, in comparison to short-term are less likely to implement change.
6. Indulgence v Restraint – Indulgent cultures focus on wellbeing, happiness and needs whereas in a restrained culture, this is less common.

6. (AC 2.2)

People practices can be defined as the ‘processes and approaches that we use across the employee lifecycle’ (CIPD, 2023). At Link Financial Outsourcing, there are many visible activities of people practices that take place, such as recruitment and dismissals, however, there are also less visible people practices such as pay and performance management. The uptake and acceptance of these practices is what shapes the organisation culture and behaviour, so it is important they are implemented correctly.

At Link Financial Outsourcing there are a variety of policies that cover what the expected behaviours are of all employees as well as procedures. In general, a good policy will help ‘by shaping attitudes and behaviours among employees and creating an environment conducive to success.’ (Burnet, 2023). As well as this, policies create individual accountability, for example, the dress code policy at LFO expects employees to dress smartly and it is the individual’s responsibility to ensure they do this. This helps foster a culture of accountable employees, building ‘trust within teams’ (MindTools Editorial Team, 2023). If employees show they can adhere to policies, they are more likely to be trusted.

Another important people practice that impacts organisational culture and behaviour is leadership development. Leadership development involves ‘cultivating the broad capabilities, such as self-awareness or resilience ‘(Yemiscigil et al., 2023), and is taken very seriously at Link Financial Outsourcing. The implementation of this is carried out through classroom training that supports employees with communication tools, self-reflection tips and emotional intelligence testing and the aim is to create and shape engaged leaders, who are able to perform better in their role. However, the training provided at Link Financial Outsourcing is conventional for ‘expected organisational outcomes’ (Dion, 2020), not for new more effective ways of working, which limits the organisations’ ability to foster an adaptive culture and sets the precedent of rigid behaviours that are expected from employees, not leaving room for natural growth and development.

Lastly, recruitment also shapes organisational behaviours and culture simply down the fact the people you hire, represent the organisation. When Link Financial Outsourcing recruits, they are looking for candidates who are confident and have previous customer service experience, however, they are also looking at hiring for cultural fit. Choosing to hire employees who ‘align with the company values’ (Kushwah, 2023) and are able to work as part of a team to achieve collective goals should enable the organisation to have an engaged and motivated workforce who feel satisfied in their role in turn, making them less likely to leave. On the contrary to this, it can be seen that recruiting for cultural fit can lead to a ‘lack of diversity’ (Bouton, 2015), where groupthink is commonplace.


7. (AC 2.3)

There are multiple theories and models to managing change, however two common ones are Lewin’s Change Model and Mckinsey’s 7-S Model. Both models help organisations understand how change can be managed and how it can impact those going through the changes.

When using Lewin’s (1974) Change Model, the experience of undergoing change is split into 3 steps (George, 2023).
1. The ‘Unfreeze’ Stage: This stage is all about identifying the need for change, how this would benefit the organisation and starting the communication and engagement process.
2. The ‘Move’ Stage: This stage is about implementing changes and involving people within these changes.
3. The ‘Refreeze’ Stage: This stage is where the changes are made permanent and a new way of working is established. This ensures that the ‘move’ stage becomes the new norm.
Also looking at the Mckinsey & Company’s 7-S Model that was introduced in the ‘late 1970s’(Forbes, 2022). The 7 S framework is model that helps to assess the co ordination in organisational effectiveness, rather than the structure.
The 7S’ are (MindTools, 2023):
Style: The style of leadership adopted
Skills: The skills and competencies of the organisations employees
Systems: The procedures staff use to complete their daily activities 
Structure: How the company is organised i.e. who reports to who
Staff: The employees and their capabilities
Strategy: The organisation’s plan for creating and maintaining competitive advantage over competitors
Shared Values: The core values of an organisation that reflect the work ethic
 The 7S’ can be split into hard and soft elements. Hard elements are within the ‘direct control of managers’(MSG Management, 2023) whereas the soft elements are less tangible and harder to identify. This model can be extremely useful for organisations undergoing acquisitions or mergers as in enables the organisation to break down and analyse their strategy and internal situation. 

8. (AC 2.4)
There are multiple models that can explain how change is experienced. Using Elizabeth Kubler-Ross’ Change Curve Model, which was originally developed after responses to grief were studied. The model is made up of five stages:
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1. Shock & Denial – Shock is initially experienced as a first reaction to change, which can temporarily affect productivity. This can be referred to as the fear on the unknown 
2. Anger & Depression – After one has overcome the shock and denial, anger is often the next stage. This may mean an individual picks a scapegoat to channel this anger at. 
3. Acceptance & Integration- After the darker stages, a more optimistic mood and stage begin to emerge . This stage is where the change is accepted and viewed as inevitable, with a focus on the future and the integration of this change into day to day life.
The advantages of using this model are that the model can help leaders and managers empathize with employees who may be struggling with change. As well as this, this method provides a good scope to enable organisations to be able to pre-empt emotional responses to change and allow them to ‘plan accordingly’ (Tahir, 2019) to mitigate this.
Despite this, the use of the model also presents disadvantages, such as the difference in how individuals ‘experience change’(George, 2023)., by assuming an individuals emotions will follow the curve there is a lack of focus on actual individual needs. There is also a lack of explanation on how to support individuals through change, the model just assumes that every individual will eventually progress through the cycle and accept change on their own, however this may not always be the case.

9. (AC 2.5)

Wellbeing can be defined as ‘a positive state experienced by individuals and societies’ (World Health Organization, 2021) and its importance at work is a heavily discussed topic. Currently, employee sickness absence is at the highest recorded level for over a decade (CIPD, 2023b), meaning that the drive to improve wellbeing within the workplace is prominent. 

Wellbeing in the workplace can include many things such as offering flexible working, access to Employee Assistance Programs or providing healthy snacks like fruit. The CIPD also set out 7 Wellbeing Domains that enable organisations to integrate an effective wellbeing strategy, this includes personal growth (number 5) which is all about offering ‘career development via coaching and performance development plans’ (Suff, 2023) that allow employees to develop and grow within the company. 

Next, there is good work (number 2) which includes but is not limited to work demands, whether they allow work life balance and working environment. This highlights an importance to wellbeing within a workplace from a legal standpoint. Employers have a ‘duty of care’ (ACAS, 2023) to ensure the working environment is safe for employees, an example of this is supplying desk assessments (DSE) for employees within the company to ensure their chair and VDU are suitable for them or if they need adjusting.

Factors that impact wellbeing in a workplace can include ‘poor management’ (CIPD, 2023b), which often comes from ineffective people management policies and a lack of training, low employee autonomy and job design as these can lead employees to feel stressed and burnt out.

The importance of an organisation championing wellbeing and wellbeing initiatives can be highlighted by the benefits it brings to organisations and their employees. These can include increased retention, as employees who don’t feel like their wellbeing is being supported are ‘30% more likely to search for a new job’(McIntyre, 2021). As well as this, a company that promotes wellbeing initiatives can also attract better candidates, for example, if a company offers flexible working they are more likely to ‘attract top talent’(Smith, 2023). This shows that if there is little to no focus on wellbeing within an organisation, they are likely to lose a vast majority of their workforce and then struggle to attract their desired candidates compared to a company who supports employee wellbeing.

Despite this, there are drawbacks to having a wellbeing focus within organisations, such as the high cost of wellbeing programmes, as well as this, most programmes aren’t ‘customized’ (Fitpuli, 2021) to specific individuals so it can be difficult to judge the effectiveness of these expensive programmes.


10.  (AC 3.1)

People practices are often intertwined within the employee lifecycle on multiple levels. The employee lifecycle is made up of 6 main stages (Hill, 2023), these include:

1. Attraction: This stage involves the activities relating to attracting a potential candidate. An example of an activity relating to this stage would be a job posting. This activity is usually done by the recruitment team either on an external or internal platform within the HR function. The job posting can include snippets of company benefits and salary.

2. Recruitment: This stage involves both screening and selecting candidates who are believed to be the best fit for the role. This is again, usually a process carried out by recruitment who complete a variety of tasks at this stage such as sending out initial assessments, conducting interviews and selecting a candidate from the pool of potentials.


3. Induction: This stage involves the onboarding and integration of the candidate into the organisation. Often times, this begins with an induction session to introduce the candidate to the organisation. This session is usually delivered by the Learning and Development team and covers things such as company benefits, sickness policies and a brief introduction to the company.

4. Performance & Development: This stage involves supporting the employees’ professional development. This can be done by managing the performance of the employee via setting objectives, expectations and evaluations of their performance. 

If an employee is struggling in some way, the learning and development team can aid them by providing a support plan. 

5. Retention: This stage involves focusing on strategies to ensure the employee is retained. Examples of this include creating and encouraging employee engagement, such as introducing a ‘champions framework’ that fosters employee voice. Another example

6. Exit: This stage involves the managing the departure of an employee from the organisation. At this stage, the people team are heavily involved from processing the employee as a leaver to conducting exit interviews to gather leaver data.

11.  (AC 3.2)

Strategy can be defined as ‘a plan of action designed to achieve a long-term or overall aim’ (Oxford English Dictionary, 2024), whereas people strategy is more closely linked to practical workforce planning. People practice connects with many different areas of an organisation and can be viewed as a crucial factor in supporting wider people and organisational strategy. HR has maintained the title of ‘Support Function’ for a good while, due to the nature of the practices carried out within the function. 

It is clear that HR are heavily involved in the ‘selection and screening’(Suttle, 2016) process that enables both the organisation and its departments to benefit from these hires. HR also provide advice and general support to all employees such as managers who may have ER issues or to employees who may have queries. Ensuring that the recruitment processes is efficient, well designed and supports the candidates is vital to insure there is no negative ‘impact on the employer brand’(McCartney, 2023). Without this, there would likely be high attrition and low attraction to the organisation, meaning the pool of employees who will help deliver these strategies shrinks, making it harder to achieve these goals.

As well as this, the function also supports organisational strategies by implementing HR strategy through strategic human resource management. This helps provide a framework that links ‘people management and the development practices to long term business goals’ (Peters, 2023). This can be split into two different forms of integration, vertical and horizontal, vertical integration refers to ensuring the collective are working towards the same organisational goals, where-as horizontal is more about alignment across all the different business departments (Cascade Team, 2023).

An example of this is how strategic HRM intertwines with business performance by implementing performance management practices, such as ‘SMART goals’ (Gifford, 2022) and objectives for employees that hold them accountable for achieving the goals. This alongside other methods form patterns that are believed to be crucial to achieve ‘organisational objectives’ (Delery & Doty, 1996). If employees aren’t held accountable for achieving goals and developing themselves, the organisation may lack driven employees that will likely affect the overall organisational goals too.

There are benefits of investing time and money into creating and implementing strategies to ensure business success.  HR add the ‘human factor’ (Bullivant, 2022) that enables the delivery of these goals, as without the people element, this may not be possible i.e. embedding individual accountability. Despite this, it is important to highlight that if an organisations strategy does not align with the people strategy, then people practice will struggle to connect the two. This breakdown in communication can lead to large-scale misalignments and slower decision-making that can stall organisations (Li, 2023), effectively costing them even more in terms of resources.


12.  (AC 3.3)

The internal customers of the people function can include and are not limited to managers, employees and different departments within an organisation. There are many different processes for engaging with the different groups on internal customers to establish their needs, however the one currently used by Link Financial Outsourcing includes consultation through survey and meeting with different hierarchical levels of employees within the organisation.

Surveys enable a business to gather data on how satisfied employees are with specific things such as team or departmental satisfaction. This data can then be used to determine what factors may need working on and what factors are working well within an organisation. Surveys also serve as a place for employees to have a voice and be honest about how they feel. However, employees may not feel comfortable discussing how they feel within an organisation, and even if they do, surveys tend to only ‘provide a snapshot of a moment that has passed’ (Walden University, 2023). For example, if an employee was having an issue at the time of the survey, the results are likely to reflect this, even if the after the survey was completed, the issue was resolved.

Another method used by Link Financial Outsourcing is an increase in time invested into employee training. The aim of this is to foster an environment of employees feeling valued as the aim is harness the organisational members and help them to feel present. Creating an environment that gathers groups of employees from all different departments also encourages employees to form bonds and express opinions. This is links closely with Kahn’s  (1990) three psychological conditions that foster engagement: psychological meaningfulness, psychological safety and psychological availability, referring to if employees feel these three things, they are likely to be engaged and express opinions/needs within the environment.

It is important to remember that although this is currently Link Financial Outsourcings’ new preferred method, this requires a lot of expense in terms of monetary value and time away from the employee’s actual job role as training courses can take up multiple hours/days of an employee’s time, resulting in ‘reduced productivity’ (Indeed Editorial Team, 2022c).
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