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LO1: Be able to plan for the implementation of change processes within an organisation. 

I am a Workforce Analytical, Recruitment and Changes Officer working for Swansea 

Council. I work on the Recruitment team where I deal with adverts and processing 

new starter paperwork. Because my role is limited when it comes to contributing to 

change, my portfolio will be focusing on how the Service Centre dealt with the 

COVID-19 pandemic and how I carried out my role during this time. 

1.1 

The Government advised all those who could work from home during the outbreak of 

the pandemic to do so (Welsh Government, 2021). Most roles within the Service 

Centre could be carried out from home so we have been working from home since 

March 2020. The objectives of this change are to ensure productivity levels and 

teamwork do not decrease and to keep people safe (EV.1). The main benefit for 

working from home during the pandemic is to stop the spread of the virus but it is 

also better for the environment and provides more room in the office for those that 

need to be there. 

1.2 

This change to where we work affects the staff of the Council. Staff had to adapt to 

working from their homes instead of being in the office with their colleagues. To help 

staff through this, regular updates regarding COVID and the future of how work will 

look were sent to staff via email daily (EV.2 and EV.3). Managers made their staff 

aware that they can talk to them about any problems they had and that they could go 

to them for support. Monthly one-to-one's were also introduced where staff could see 

their stats for the month and discuss any problems or ideas they have. In my team, a 

weekly team meeting was scheduled in to discuss work related topics and to have a 

genreal chat with each other. Another weekly meeting was also introduced where the 

team would do quizes to boost morale (EV. 4). The team were also encourged to call 

each other to speak about non-work related topics to boost their wellbeing  

Staff working from home also affected new starters. Before, the pandemic, new 

starters take their completed new starter paperwork to the Contact Centre who would 

then scan the paperwork and send to the Recruitment team (EV. 5). Since working 

from home, new starters scan their paperwork directly to the Recruitment team and a 

new appointment  letter was drafted to explain this change (EV. 6). Before the 

pandemic, we could only accept written signatures but since working from we can 

accept typed signatures as many people do not have a printer. Inductions for new 

starters are now carried out using Microsoft Teams. When training a new starter in 

my team, I would share my screen with them to show them processes and then be in 

call with them when they were doing the process themselves so I can be there to 

answer questions and talk them through anything. We also used to chat function in 

Microsoft Teams for quick questions they may have (EV. 7).   

 



 

Home working also affected managers within the Council. The Recruitment team are 

responsible for actioning adverts for managers. Before the pandemic, Directors in 

the Council would meet once a week to approve/disapprove of any recruitment 

requested by managers. Once approved, the Recruitment team could then action the 

advert. During the pandemic, this meeting has not been taken place so this approval 

process is now skipped during the advertising process (EV.8, EV.9 and EV.10). 

Managers within Social Services have been desperate for staff during the pandemic. 

Therefore, the Recruitment team were told to prioritise actioning new starter 

paperwork and adverts for Social Services in order to fast track recruitment for them 

(EV. 11). 

1.3 

For my team to work from home we required our own laptops with the necessary 

programmes installed (for example, Microsoft Outlook and Microsoft Teams). IT were 

in charge of arranging this for all staff and for helping staff once working from home if 

they had any issues with technology (EV.12). Soft phones were also installed on to 

laptops for those staff who did not have a work mobile phone before so they could 

make calls to people outside of the Council (EV.13). 

1.4  

I had no say in the plan to introduce remote working during the pandemic but I have 

written an example change plan of what I think should have been considered 

(EV.14). The Council had to work urgently and deal with an enormous change that 

affected the whole Council. The main priority was to keep people safe whilst make 

sure services ran as smoothly as possible under the circumstances. Any decisions to 

be made were discussed and agreed between the Directors of the Council. 

1.5 

Decisions of how to manage the pandemic were discussed by the Directors of the 

Council. Once a plan was agreed, it was communicated via top-down channels 

(EV.3). Managers would speak to their team about the changes and what was 

expected of them via team meetings. Information was also sent out via bulletins on 

the intranet with the link being sent to all employees via email (EV.2) (Wilkinson and 

Taylor, 2016, p. 34). 
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LO2 - Be able to implement a change plan 

2.1 

In order to keep people safe and to keep the Council going, the change plan has to 

be followed (EV.14). I do this by working from home. If I do need to go into the office, 

I ask my manager before hand who then has to get approval for Head of Service 

before I can enter the office (EV.15). Social distancing and masks are mandatory 

and hand sanitizors are placed throughout the building which I use when I go in.   

If any software was missing from my laptop when I started working from home, I 

would contact IT to arrange for them to set it up (EV.16).    

2.2 

As we could no longer meet face-to-face, I made sure to provide sufficient training to 

any new starters we had. A buddy system was set up where we would train one new 

starter each and they are able to come to us if they have any questions. I followed 

the induction the process the same way I would in the office but adapted it to home 

working (using Microsoft Teams for communication) (EV.7).  

Some services needed to be prioritised throughout the pandemic. Increased staff 

turnover in social services results in a recruitment drive which needed to be actioned 

urgently. Social Services requests were put first before work that I come in before 

(EV.11).  

Because new starter can longer go to the Contact Centre to submit their paperwork, 

some would have an issue with this as they do not have a printer at home which is 

needed for some of the documents. This can result in the new starters panicking 

about not being able to get their paperwork in to start in their new post. I ensure the 

new starters that this issue can be resolved by me posting the paperwork to them 

instead of email and that they can either post the paperwork back to the office where 

staff who need to go into the office to complete their work can pick up the post and 

scan back to me, or the new starter can send me a photo of their paperwork via 

email rather than scanning in the paperwork themselves (EV.17) 

I have also supported managers by giving them current timescales with regards to 

advertising. We must have all adverts translated into Welsh before we are able to put 

them on our website. This can cause delays, especially when there has been an 

increase in adverts going to Welsh translation. I keep managers updated with regular 

updates throughout the advert process and make any necessary changes to the 

closing dates of adverts if needed (EV.18). 

2.3 

Joining the team when we are all working from home can be daunting for new 

starters. I always let them know that I am available to help them and answer any 

questions whenever they need me (EV.7). Therefore, I often receive calls from new 

starters asking for help. I am always friendly towards them and try to get to know 

them on a personal level to make them feel at ease. We also have a group channel 

on Microsoft Teams where people can ask quick questions that I will often answer for 



 

them. During our weekly team meetings, I contribute with my own ideas and make 

sure I am a part of the conversation (EV.19).   

2.4 

If our usual way of working does not help a situation because of the change I will 

support my manager by suggesting ideas to resolve the issue. For example, when a 

large amount of successful candidate forms was sent to our inbox, I called a group 

meeting on Microsoft Teams where I suggested that instead of picking the work up 

individually as we usually do, I will allocate the work out between the team, so 

everyone has an equal amount or work to process, and it becomes less 

overwhelming as we approach our payroll deadline (EV.20). 

2.5 

Since working from home, every month we have to send our stats to our supervisor 

which are then discussed in a monthly one-to-one. A one-to-one form is followed and 

the completed form is saved and sent to our manager along with the Service Centre 

Manager. This keeps a record of how we are handling the change in terms of both 

productivity and wellbeing through the types of questions on the form we must 

answer (EV.21).   
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LO3 - Be able to assess the impact of change processes within an organization 

3.1  

Since working from home, the Service Centre Manager sent out a survey to the 

Service Centre to collect data about how they feel their engagement is since working 

from home. I completed this survey to contribute to the results. When the data had 

all been collected, the results were put into a document and sent out to the Service 

Centre (EV.22).   

 

When completing the module Using a Research Approach in Human Resources for 

this course, I conducted by own survey looking at the wellbeing of the Workforce 

Team since working from home due to the COVID-19 pandemic (EV. 23). This asked 

questions relating to productivity and how they feel their work-life balance is.  

Another way the effectiveness of the change can be measured is through customer 

feedback. If any issues need to be raised with a team member, this is discussed 

during our one-to-one monthly meetings (EV.21). The supervisor and team member 

would discuss what went wrong and how the issue can be resolved.  

3.2  

It is important for managers to have a style of management that trusts their team. 

Currently, our work efficiency is measured by our stats and we need to meet a 

certain target every month. Our stats are counted by each email we have completed. 

However, measuring our work in this way is not a true representation of the work we 

do as each email consists of various amounts of work. Going forward, I would either 

identify a new way of measuring the amount done or suggest that management 

develops more trust for their teams in completing their work (CIPD, 2012).   

It is unlikely that we will be returning to the office full time. Therefore, hybrid working 

or working from home full time will need to be looked at after the pandemic. Working 

from home, flexible working and hybrid working policies will need to be written for the 

future of Swansea Council.   

3.3  

The main outcome to come from this change would be staff keeping safe from the 

virus by staying at home. Hardware and software were given by ICT to allow all staff 

who could carry out their job from home the means to do so.   

Productivity has remained high during the change which has been measured through 

monthly stats. As work amounts have rised, our team have been able to recruit new 

staff to help with the workload. Increasing the amount of team members we have 

have helped us action our work in a timely manner.  

The new starter process has become a lot faster since working from home. Before, 

appointments have to be made for new starters to go to the Contact Centre two 

weeks after we sent them their new starter pack. Now, the new starter can send us 



 

their paperwork directly the same day we send them their new starter pack. This has 

helped them get a faster start date.  

3.4  

Using the CIPD Profession Map, I believe that I am able to understand how to 

explain why change is happening, and basic models for how people expereince 

change. I have been on an internal management course where I learnt about people 

react to change and how to manage a team through a change. From completing the 

Understanding on Managing Change module on this course, I learnt a lot about 

change management theories and about active listening and styles of 

communicating.  

I believe I have helped with the change managing effectively through motivating my 

colleagues and communicating feedback to my supervisor during my one-to-ones. I 

will often call a colleague to check in with them and offer any help that I can give.  

I have successfully completed induction with a new starter via Microsoft Teams and 

have showed them how to submit their stats each month so their progress can be 

measured. 
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