Jared Watts 
Q1. Examine two key external factors likely to impact on BPE’s acquisition of Emrosu. (AC 1.1)
Dear Shiva,
To help you consider the external factors that could influence BPE’s acquisition of Emrosu, I have used the PESTLE analysis framework (Political, Economic, Social, Technological, Legal and Environmental). This tool helps identify external influences that may create opportunities or threats for your business.

Political factor – NHS funding and prescription regulation
You may already be familiar with some political influences through your experience managing five existing pharmacies. Government decisions, such as changes to NHS healthcare funding can significantly affect day-to-day operations and revenue. These include, changes to contracts or reduced funding for prescriptions. These political challenges would likely be magnified across a much larger organisation, potentially affecting company profits. Managing this political influence effectively will be essential to maintain profitability. 

Social Factor – Growing focus on personal health and wellbeing. 
Another external influence is that there is an increasing focus on personal health and wellbeing. The public has become more health-conscious and informed, with social media and online influencers contributing to this shift in attitude. This presents an opportunity for growth, as greater awareness drives demand for pharmacy services, health consultations, and wellbeing products, supporting increased revenue and profitability. Aligning your marketing team and in store employee product training on services and products, this trend could support growth across the company. 


Q2. Discuss two business goals that BPE might set once the acquisition has been completed, explaining the reasons why it is important that they plan to achieve these. (AC 1.2)

Once the acquisition has been completed, BPE may set two key business goals using the SMART framework.

The first goal could be to ensure clear communication and comprehensive staff training across all stores, this could be done through conferences, assigned E-learning modules and through a people professional, training champion. Following the merger, it is vital that employees understand the company’s new goals, service expectations, and product offerings. Providing the right tools and skills will enable staff to promote services confidently and deliver a consistent, high-quality customer experience. This in turn supports customer satisfaction, strengthens brand reputation, and contributes to business growth. To achieve this, BPE should maintain open communication channels, actively listen to employee feedback, and ensure staff feel involved and supported throughout the transition.

The second goal could be to set realistic first-year profitability targets. With the expansion of five additional stores, BPE may aim to increase overall sales by 10% within the first 12 months. This could be achieved through investment in digital systems, improving stock control, and enhancing the company’s online presence. By introducing cost-saving processes and developing their IT and purchasing functions, BPE can reduce wastage and increase efficiency across the larger network.

Setting SMART goals - Specific, Measurable, Achievable, Relevant and Time-bound is important because it gives clear direction and ensures that objectives are realistic and trackable. SMART planning helps align staff efforts, supports effective communication, and ensures resources, training, and technology are used efficiently to achieve overall business success. 

Q3. Discuss:
1. the products and services that BPE and Emrosu deliver 
and 
1. their main customers. (AC 1.3)

(a) Products and Services
Both BPE and Emrosu operate within the pharmaceutical sector, offering similar healthcare and pharmacy services, but they differ in scale and service delivery.
BPE provides a personal, community-based service, offering in-person prescription medicines, over-the-counter treatments, health and beauty retail products, vaccinations, blood pressure checks, and health consultations. These services are typically delivered by qualified pharmacists and trained staff who know their customers personally and provide trusted, face-to-face advice.
Emrosu delivers a similar range of products and services but operates on a larger, national level. While they still provide in-store support, their online pharmacy and home delivery options set them apart. Emrosu’s investment in digital systems appeals to customers seeking convenience, flexibility, and remote access to healthcare.
From my own experience, I value the trust and reassurance of visiting a local pharmacy in person for advice and prescriptions. However, due to work and time pressures, I also find online services very convenient and accessible when needed.

(b) Main Customers
Both BPE and Emrosu primarily serve business-to-customer (B2C) customers, with some limited business-to-business (B2B) activity.
Their main customers are members of the public purchasing retail products, prescription medicines, or accessing healthcare advice and treatments. Typical customer profiles include:
· Older adults or those with ongoing health conditions, requiring repeat prescriptions and regular advice.
· Health-conscious individuals, purchasing beauty products, vitamins, or wellness supplements.
· Parents of young children, buying everyday items such as nappies, formula, or basic healthcare products.
On a smaller scale, both businesses may also engage in B2B services, for example, providing flu vaccinations to local employers or schools, or supplying first-aid items in bulk to care homes and workplaces.
Overall, BPE focuses on local, in person services, while Emrosu appeals to a broader audience through its online convenience and accessibility.

Q4. Review the range of technology that could be available to the people professionals working at BPE and Emrosu and how these could be utilised to improve working practices and collaboration after the acquisition. (AC 1.4)

Following the acquisition of Emrosu, BPE will need to review the technology available to ensure that the company merge is streamlined and that the systems in place support effective communication and collaboration across the expanded organisation.
One useful tool to consider is video conferencing software such as Microsoft Teams or Zoom. These platforms allow all employees from directors and HR to operational teams to attend meetings remotely. This not only improves communication across different locations but also saves time and costs, helping employees stay connected and informed without the need for travel, accommodation and conference spaces.
File-sharing platforms such as SharePoint or Google Drive are also valuable. These tools provide a central space for system links, files, policies, forms, standard operating procedures (SOPs), and learning materials. They improve efficiency by allowing quick access to key documents and ensuring everyone works from the same up-to-date information.
E-learning platforms can also support ongoing development. These systems allow tailored training to be assigned to employees based on their roles, helping to build skills and maintain compliance in key areas such as health and safety, GDPR, equality and diversity, and safeguarding. This supports both individual development and company legal compliance.
Finally, HR management systems such as Fourth or Reach can streamline payroll, absence management, annual leave management and recruitment processes. By giving managers access to these tools and training them effectively, HR teams can focus on other tasks within the organisation. 
By integrating these technologies, BPE and Emrosu can create more connected, consistent, and efficient ways of working, with stronger communication, collaboration, and access to learning across all areas of the business.

After the merger, developing a shared and effective culture will support integration and alignment under a common purpose. Without this, differences between BPE’s family-style culture and Emrosu’s corporate structure could lead to disengagement, conflict, and communication issues.

Q5. Define what is meant by ‘organisational culture’ and why it will be important to foster an appropriate and effective workplace culture in BPE after the acquisition. (AC 2.1)

Organisational culture represents employees’ behaviours and attitudes within the organisation. How employees’ behaviours and attitudes contribute to the way operations perform and the environment within the workplace. 
According to Schein (1985), culture exists at three levels:
1. Artifacts – visible elements such as dress code, workspace, or communication style.
2. Espoused values – stated principles, such as customer care or teamwork.
3. Basic underlying assumptions – the deeply held beliefs that guide behaviour, often unconsciously.
Similarly, Handy (1993) identifies four main culture types: power, role, task, and person, each influencing decision-making and working relationships.


Prior to the acquisition of Emrosu, Shiva’s business in BPE most likely reflected a power or person culture, in a family business approach, managing the day-to-day operations of her 5 businesses within the area. Now, having acquired a much larger organisation, this will likely follow a role culture, with structured hierarchies, processes and streamlined formal structures. 

Why fostering an appropriate and effective culture is important
Following the acquisition, it will be important for BPE to create and foster a positive culture that brings both teams together. The business will be growing from a small, family-run company into a much larger organisation, which will be a big shift in culture and change for many employees.
Having a strong and positive culture will help everyone understand how operations should run and the level of service that is expected. This will build trust across teams and encourage effective teamwork.
Fostering the right culture after the acquisition is important because it will help maintain the company’s high customer service standards. A positive internal culture is often reflected in the way employees interact with customers, so maintaining this focus will be key to continued success.
It will also help improve employee motivation and performance by creating a workplace where people feel valued, proud of the company, and supported through change. If the right culture can be achieved, it will make the merger smoother and help both teams feel part of one united organisation.
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Q6. Explain how organisations function as whole systems and how the work and actions of the people professionals at BPE, after the acquisition, could impact the organisation. (AC 2.2)

Organisations work as whole systems, meaning that all departments and teams are connected and influence one another. When one area changes, it can have an impact across the whole business, from communication and teamwork to customer service.
Following the acquisition, BPE is moving from a small, flat structure overseen directly by Shiva, who managed day-to-day operations on a more personal level, to a much larger organisation with a board of directors and a head office. This will mean that all areas and departments within Emrosu will need to work together closely to ensure operations run smoothly and successfully.
Using the McKinsey 7S Model
The McKinsey 7S model helps explain how all areas of a business must align and work together. It includes:
· Strategy: BPE’s focus will shift from being a small community pharmacy to managing a large national network.
· Structure: The company will need to introduce more layers of management and clearer reporting lines instead of everyone reporting directly to Shiva.
· Systems: This includes HR systems, payroll, IT, and communication tools. Aligning Emrosu’s digital systems with BPE’s way of working will be key to a smooth transition.
· Shared Values: These are the company’s core beliefs. BPE’s personal values will need to blend with Emrosu’s more corporate approach.
· Style: Leadership will need to adapt from a hands on family style to one that supports a larger business.
· Staff: The workforce will grow significantly, so clear communication, consistency, and fair treatment will be essential.
· Skills: Staff will need to develop new skills, especially around digital systems and online services.
These seven key areas are what make operations run successfully. If one area doesn’t align, for example, if communication is poor, it can have a big impact on employees, affecting morale and performance.

The role and impact of people professionals
People professionals will play a key role in supporting the organisation after the acquisition. They can help build confidence by offering training and support in new systems and processes, and by maintaining open communication with employees. Involving staff in decisions and keeping them informed will help them feel included and valued during times of change.
They can also encourage teamwork and a positive culture, making sure everyone feels part of one organisation. When change is managed well, it motivates staff, boosts morale, and creates a better customer experience.
However, if communication is poor and employees feel left out or uncertain, the opposite can happen, low morale, frustration, and confusion can lead to a drop in service quality and a negative impact on the company’s reputation.
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Q7. Explain the main reasons why it is important that any changes made following the acquisition are planned and effectively managed. (AC 3.1)

If change isn’t managed well, for example, through poor communication, the outcome can be the opposite of what’s intended. Employees may feel left out, confused, and frustrated, leading to lower morale. This in turn can affect customer service standards and damage the company’s brand reputation.
Carefully planning and managing changes as significant as BPE merging with Emrosu is extremely important. The main reason for planning change is to create a clear guide of what needs to happen, when, and how. It also helps set realistic timeframes and allows for contingency plans if issues arise. Having transparent plans that are shared with key stakeholders helps reduce uncertainty and worry. Ensuring open communication and providing opportunities for employees to share feedback will help ensure that the changes are well supported and more likely to succeed.
Managing change is about putting these plans into action and supporting all employees affected by the changes. This includes keeping communication open and transparent, making sure everyone feels involved, and providing adequate tools, training, and access to digital systems they need to carry out their roles confidently.
A helpful model to understand this is Kotter’s 8-Step Change Model (Kotter, 1996), which focuses on both the process and the people side of change. For example, it encourages organisations to:
· Create a sense of urgency so employees understand why the change is happening.
· Build a guiding coalition (a strong leadership team) to lead the change.
· Communicate the vision clearly and regularly.
· Empower employees to get involved and help make the change happen.
By planning and managing change in the right way, BPE can ensure the acquisition runs smoothly while maintaining a positive workplace culture and high employee morale. Poorly managed change, on the other hand, can lead to low morale, confusion, and frustration, which may negatively affect performance and customer experience, ultimately damaging the company’s reputation.
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Q8.	Consider the importance and role that the people professionals in BPE and Emrosu could play during the changes. (AC 3.2)

People professionals will play a vital role in acting as change champions during the acquisition process, promoting the benefits of the merger to help build trust and confidence within the workforce. They can achieve this through clear and regular communication, addressing employee concerns and feedback, and ensuring everyone understands how the changes will impact them. This helps employees feel involved, listened to, and supported during a period of change.
They will also act as facilitators, supporting managers and their teams by keeping communication channels open and providing opportunities for questions and discussion, almost like a support network. This approach helps maintain positive morale and reduces resistance or conflict.
As gatekeepers, people professionals ensure that any changes made are fair, compliant, and aligned with the company’s values and policies.
The CIPD (2023) refers to HR as the “hidden hand of change” meaning that people professionals play a behind-the-scenes but powerful role in helping employees feel valued, informed, and supported. By managing communication, training, and engagement effectively, they can help maintain trust and stability, leading to smoother integration, improved performance, and stronger employee retention.
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Q9. Discuss how the changes could impact people working at BPE and Emrosu. (AC 3.3)
People react and respond to change in different ways. It’s important to recognise that individuals may have varying reactions depending on their personal experiences, circumstances, or even fears about job security, all of which can lead to anxiety, uncertainty, or resistance.
From a physical perspective, some employees from BPE may need to adapt to new working styles, systems, and policies. They will also be moving away from the flat structure they are currently used to and adjusting to a more corporate structure following the acquisition. This may also involve changes in reporting lines, responsibilities, or even team dynamics, which can take time to get used to.
Emotionally, employees may feel shocked, worried, or frustrated by the changes. According to the Kübler-Ross Change Curve (1969), people often move through several emotional stages when faced with change — including denial, anger, exploration, and eventual acceptance. Recognising these stages allows managers and people professionals to provide the right support and communication at each stage, helping employees move through the process more smoothly.
During the early stages of the acquisition, employees from both Emrosu and BPE may feel uncertain or disengaged, particularly if communication is poor. It will be essential for people professionals to remain supportive and transparent, ensuring information is communicated clearly and employees are encouraged to share feedback or concerns. They should also prioritise training and wellbeing, helping employees build confidence, maintain morale, and feel reassured throughout the transition.
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