Organisational performance and culture in practice

Q1. Evaluate the extent to which the flat non-hierarchical structure was appropriate under Kirsten’s ownership and the extent to which the hierarchical bureaucratic structure is suitable under Chaffinch Group’s ownership. 
Mullins & Rees describe the purpose of an organisations structure as ‘the division of work among members of the organisation and the coordination of their activities so they are directed towards the goals and objectives of the organisation.’ Mullins & Rees,  2023, p.414)
Under Kirsten’s ownership, the flat non-hierarchical structure at Calmere House was appropriate for its size, values and culture. As a small family run care home it is a small business. It’s non- hierarchal structure supported close working relationships, open communication and a strong sense of community among both staff and residents. Kirsten’s collaborative leadership style encouraged employee decision making, creating a culture of trust, engagement, and commitment. Staff felt valued and empowered, which contributed to high retention and morale. The flat structure enables fast, direct communication between employees and Kirsten, ensuring everyone is aligned on goals and quick response times to meet their resident’s needs. This kind of informal approach also reinforced Calmer Houses core values of delivering high quality, personalised care. Employees didn’t need approval from multiple layers of management to make decisions affecting residents. As a result care was flexible and centred on the residents needs, enhancing their experience and therefore enhancing the care homes brand and reputation. However, while the flat structure worked well for a small business, it did lack some more formal systems, policies and clear career pathways, which could have limited business growth and employee progression over a longer period of time.
When Chaffinch Group took ownership, they replaced this flat structure with a hierarchical, bureaucratic structure. Although such a structure can be beneficial in larger businesses by clarifying roles and accountabilities and ensuring consistent guidelines and policies across different sites offering more stability and predictability, this structure hasn’t been suitable for Calmere House. Multiple layers of management have slowed down communication, reduced response times and damaged the personal relationships that once was once what the care home and its core values were all about. Employees now report to Kath, who in turn reports through several management levels herself, creating distance between staff and the decision makers.
Kath’s autocratic management style and her emphasis on compliance and control has stifled employee voice and initiative, leading to disengagement, higher turnover and increased absence. The introduction of new policies, poor communication and changes being made without consultation and colleague input has all negatively impacted morale and commitment. The use of agency staff has also damaged the quality of care and is far removed from the original core values of Calmere House. Residents have also been affected in other ways. Standardised refurbishments removed opportunities for personalisation, removing the sense of individuality and homely feel for the residents. The resulting dissatisfaction among both staff and residents has directly impacted service quality and occupancy levels.
Mullins & Rees emphasis the need for a balanced structure ‘there is no one ideal combination of span of control and scaler chain. This depends upon the particular situation for each organisation, but it is important to provide an appropriate balanced structure.’ (Mullins & Rees, 2023, p 424) Kirsten’s flat structure was well suited to a small care home focused on personal care and employee engagement, but it did lack some of the formal policies required for business growth. In contrast, Chaffinch Group’s hierarchical system is more suited to a larger business as it is too inflexible and impersonal for the likes of Calmere House’s culture. A hybrid structure that blends both approaches would offer a more balanced approach.

Q2. Analyse how Chaffinch Group could use a rational approach to strategy formulation to ensure that services provided meet customer needs. 
To ensure that services provided by Calmere House meet customer needs, Chaffinch Group should use a rational approach to strategy formulation, based on systematic analysis and evidence-based decisions. This approach begins with understanding the current situation, looking at both internal and external factors that influence performance and then developing and implementing a plan for improvement based on the data collected. The first step should be an analysis to identify the key challenges and opportunities. Internally, Chaffinch needs to examine staff morale, turnover, workload, quality of care, and communication processes. Externally, they should then assess resident satisfaction, local competition and community perceptions of Calmere House. 

According to Mullins & Rees ‘in order to analyse its opportunities and risks an organisation may undertake a broader evaluation of the business environment and strategic capability by undertaking a SWOT analysis which focuses on the strengths, weaknesses, opportunities and threats facing the organisation. (Mullins & Rees, 2023, p 530) Under Strengths, Chaffinch could explore what made Calmere House successful under Kirsten’s leadership such as its values, consultative management style and strong staff resident relationships. Weaknesses would include the lack of employee engagement, high turnover, increased absence and reduced resident satisfaction. Opportunities may involve restoring Calmere House’s reputation by reintroducing personalised care, enhancing employee development and providing high quality care. Threats could include strong local competitors, damage to their repuatation and economic pressures affecting both staffing and resident intake.
Chaffinch group should also collect direct feedback from residents, families and staff through surveys, interviews and focus groups as they could reveal specific reasons for dissatisfaction and frustration. Likewise, listening groups with employees could uncover underlying causes of disengagement and help to rebuild trust. Benchmarking against competitors with high occupancy rates would also help identify best practices in resident experience, staff retention and service design. Researching local expectations could help the care home set itself apart from other care homes in the area.
Chaffinch must also recognise the link between staff satisfaction and service quality. Employees who feel valued and empowered deliver higher quality, more compassionate care, which in turn increases resident satisfaction and occupancy rates. Therefore, the strategy should include initiatives to improve staff engagement such as restoring some elements of employee voice, improving communication and recognising employee contributions.
Finally, once research has taken place they can start to set realistic objectives that can be monitored and measured, for example, improving employee retention rates, absence levels, financial performance and resident  and staff satisfaction scores. Chaffinch should develop a clear plan with defined short and long term actions, responsibilities and timelines. Regular reviews of these KPIs will ensure the strategy remains live and responds to changes and continues to align with the overall goal of providing high quality, person centred care and business growth.

Q3. Analyse one external factor that is currently having a negative impact on the residential care industry and one external factor that is currently having a positive impact on the residential care industry.
A major issue negatively impacting the residential care sector is the shortage of skilled workers including careers, nurses and admin staff. This is mostly due to low wages, burnout and poor working conditions. The high turnover rate in care jobs is worsened by the emotional nature of the work, long hours and limited career advancement opportunities. All of this places additional strain on existing staff and impacts the quality of care and creates a vicious cycle. Other sectors, such as retail and hospitality, often offer higher wages and better benefits. Increased operational costs due to inflation, rising utility costs and the increased cost of supplies can also place more financial pressure on them and eating into cash that would otherwise be invested into effective recruitment and staff retention. 
The Welsh government has attempted to address these workforce issues in the UK by increasing wages to the real living wage for care home staff, according to gov.uk ‘the RLW is an important step in not only recognising the vital role of social care workers  in Wales and also in addressing the increasingly challenging recruitment and retention issues and pressurised working conditions within the social sector’ (welsh government, 2024) and more recently the UK government has announced its first ever fair pay agreement which will see the government invest £500 million into care worker pay by 2028 across England (Department of health and social care, 2025) £12 million has also been pledged to fund professional development opportunities for carers in an attempt to boost the carer workforce in the UK (Department of health & social care and the Rt Hon Wes Streeting MP, 2025) 
While the residential care industry faces considerable challenges in terms of labour shortages, regulatory pressures and public perception there is also a lot of opportunity for the private sector presented by the aging population and the growing demand for care. The aging population in the UK is driving an increased demand for residential care services. As the number of elderly people increases, there is a growing need for long term high quality care facilities, home care and assisted living options. Also, with an increase in chronic illnesses and long term conditions like dementia, diabetes and heart disease, the need for specialised care services continues to rise. In response to the aging population and the increased demand for NHS care the UK government have set up the Better Care Fund (BCF) the objectives of which are ‘a commitment to reform via a shift from sickness to prevention and from hospital to home’ (department of health and & social care and ministry of housing, communities and local government, 2025) while this is aimed at improving the affordability and access of high quality care, private investors and equity firms are investing more in residential care as a profitable business that can keep expanding and improving standards of care. According to the care homes study report from the competition & market authority in 2017 the care home sector was worth around £15.9 billion a year in the UK, with around 410,000 residents, we calculate that there are around 5,500different providers in the UK operating 11,300 care homes for the elderly. Around 95% of their beds are provided by the independent sector’ (Competition & markets authority, 2017) is a significant opportunity and competitive market that has grown year on year.

Q4. Under Kirsten’s ownership of Calmere House, there was little investment in technology. Chaffinch Group want to change this approach and have decided to implement technology to deliver better patient care and employee experience. Assess how technology could be used by Chaffinch Group and how this would impact work at Calmere House.
The introduction of technology by Chaffinch Group at Calmere House could presents an opportunity to modernise the service it provides and how it manages its employees, improving both resident experience and workforce satisfaction. However, to achieve these benefits the implementation must be managed sensitively to complement the care homes culture and values rather than replace or diminish it. 
One of the biggest improvements would come from introducing Electronic Health Records and digital care planning systems. According to the Department of health and social care and the rt hon wes streeting MP (2025) technologies are a vital to ensure care homes are fit for the future.
New technology would enable staff to access up to date, comprehensive information about each resident’s health, their medication and perhaps even include the details of their personal preferences. A system like this would enhance the quality of care by ensuring that all staff have the tools there to make informed decisions quickly. Personalised digital care plans would restore some of the personalised attention that residents valued under the previous ownership.  For employees, EHRs could reduce paperwork and admin work and this efficient way of working could allow them to focus more on caring for residents which could help improve morale and reduce burnout, AI could also be incorporated to speed up the completion of routine time consuming admin tasks. 
Another idea would be resident monitoring and alert systems. Wearable devices or room sensors could track residents’ vital signs and movements, alerting staff immediately to falls or health concerns. This would enable early intervention, improving safety for residents while allowing staff to prioritise their time more 
An auto scheduling system could ensure that shifts are fairly allocated based on skills, availability and the needs of residents while also helping the business to budget its resource allocation accurately to meet residents needs. This would minimise last minute changes and reduce reliance on agency staff, improving consistency in care and reduce business costs in the long run while also creating a supportive culture that considers the work life balance needs of staff alongside the needs of the business.
Communication has also suffered quite a lot under Chaffinch, introducing secure messaging or digital communication platforms such as Microsoft teams would help information to be shared more quickly, improve response times and reduce decision delays and misunderstandings. Better communication could also help rebuild a sense of community among employees helping to rebuild a supportive culture with peer to peer support network.
Finally, online training and development platforms could help staff regain confidence and advance their careers. Providing access to e-learning on care standards, for example, would ensure that employees remain competent and motivated in their roles.

Q5. Using theories and models which examine organisational and human behaviour, explain why problems have arisen following the takeover of Calmere House by Chaffinch Group. 
After Chaffinch Group took over ownership of the care home, a series of problems emerged, including high employee turnover, increased absence and a decline in resident satisfaction. These issues can be explained using Lewin’s 1951 Change management model and Herzberg’s 1959 Two factor motivation theory, both of which help to illustrate why the change was poorly managed and why employees lost motivation and commitment.
Kurt Lewin’s 3 stage model of change ‘Unfreezing, movement, Refreezing’ (Mullins & Rees, 2023, p506 507) proposes that successful organisational change requires three step to successfully implement a change. The ‘unfreezing’ stage involves recognising the need for change and preparing people for it. The second stage involves introducing new processes and behaviours, while lastly ‘refreezing’ establishes stability once the change has taken place.
Chaffinch Group failed to ‘unfreeze’ the existing culture before implementing their changes. When Chaffinch took over, employees were shocked by the sudden news and were not given sufficient time or information to understand or accept the reasons for the sale. The lack of consultation meant that employees were unprepared and resistant to change. During the ‘movement’ stage, Chaffinch introduced a hierarchical structure and imposed standardised policies and procedures and stifled employee voice and resentment and dissatisfaction grew. The ‘refreezing’ stage, which involves embedding new behaviours and ensuring stability, was then unsuccessful. Employees did not identify with the new culture, and many chose to leave.
Herzberg’s theory (Mullins & Rees, 2023, p. 242) distinguishes between two factors affecting work satisfaction and these are motivators, these are factors that lead to job satisfaction for example recognition and responsibility alongside hygiene factors which are those that prevent dissatisfaction such as pay, policies and working conditions. When motivators are present employees are satisfied and motivated. When motivators are not there they are dissatisfied. When Chaffinch took over, the introduction of strict procedures and reduced employee voice removed motivators that had been successful in the past such as responsibility, decision making, recognition and caring for residents in a personal way. Employees no longer felt trusted or valued and their job satisfaction decreased and they became unmotivated.
Chaffinch group then focused mainly on hygiene factors. Introducing policies, tighter controls and efficiency targets to improve performance. However, Herzberg argued that hygiene factors don’t provide motivation, they only prevent dissatisfaction. Motivation still needs to be present. As workloads increased, communication worsened and satisfaction declined both hygiene and motivator factors suffered resulting in higher turnover and absence. 

Q6. Assess how changes to selection and employee voice have impacted organisational culture and behaviours at Chaffinch Group. 
Wilkinson defined employee voice as ‘the ways and means through which employees attempt to have a say formally and/or informally, collectively and/or individually, potentially to influence organisational affairs relating to issues that affect their work, their interests and the interests of managers and owners (Taylor, S & Woodhams, C, 2022, p 30)
It seems that before the sale, employee selection at Calmere House emphasised cultural fit and values alignment as much as qualifications. Staff participated in the recruitment process, ensuring that new employees shared the care home’s values of personalised, compassionate care. This inclusive approach fostered strong teamwork and loyalty. After the change in ownership, selection became centralised and impersonal, with agency workers recruited based solely on qualifications and availability without any question of their suitability based on their personal alignment with the care home’s values. Consequently, the new workforce lacked emotional connection to the organisation which would have negatively impacted cohesion and commitment and contributed to increased turnover and a reduction in the quality of care.
Previously Kirsten maintained open communication through staff meetings and one-to-one discussions, enabling employees to contribute to decision making and feel recognised for their input. Under Kath’s leadership communication became one way and decisions were not discussed or taken with other staff members dictated rather than discussed and policies were communicated via email. The loss of employee voice led to frustration, loss of trust and employees began to feel undervalued and without and say or power resulting in absence, stress and decreased engagement.
The decline in employee engagement, teamwork and care quality demonstrates how important the culture, values and lack of employee voice can damage the businesses performance. To restore stability and morale, Chaffinch Group should reintroduce involving staff in recruitment decisions and rebuild a culture of great communication, culture and shared values.

Q7. Explain how Chaffinch Group could have better managed the change from a small owner-managed care home to Calmere House being part of a large organisation. 
According to Mullins & Rees ‘no 2 organisations are the same and the process of change must be in harmony with its over riding culture and recognition of the social processes of the  organistation. To perform well and develop is dependent upon a culture of openness, participation and acceptance of new ideas achieved through involvement of people who are the organisation.’ (Mullins & Rees, 2023, p. 488)
The change of ownership at Calmere House has caused a major cultural shift from a small, family run care home with a personal, consultative management style to a large, hierarchical structure with a focus on standardised policies. This transition was poorly managed which resulted in low morale, loss of trust, high staff turnover, disengagement and poor business performance. Chaffinch Group could have managed these changes better by focusing more on the culture that had made Calmere House a success in the first place such as the personal relationships, shared values and employee collaboration.
Using a recognised change management framework such as Kotters 8 Step change model (IE Universidad, 2021) could have helped Chaffinch Group to have a smoother transition. Establishing a sense of urgency, creating the guiding coalition, developing a vision and strategy, communicating the change vision, empowering a broad base of people to take action, generating short term wins, consolidating gains and producing even more change, and institutionalising new approaches in the culture would have provided a structure for implementing big changes and by applying these principles, Chaffinch Group could have helped employees understand why the sale and changes were necessary and would have provided reassurance. 
Developing a shared vision that combined Chaffinch’s resources with Calmere culture would have built trust. This could have been communicated through meetings, open forums, listening groups, employee surveys and newsletters could also have been useful tools to inform, address concerns and gather ideas. Encouraging employee input on the changes would have built engagement ensuring that staff felt valued and heard.
Chaffinch group could also have introduced smaller visible changes first such as room refurbishments reflecting residents personal preferences to generate ‘short term wins’ and demonstrate a commitment to individual care. Gradual implementation of bigger changes would then have been more easily accepted by staff. Celebrating the history and values of Calmere House as part of the new organisation’s culture, perhaps through onboarding and staff recognition and rewards would have further helped staff to accept changes positively.
[bookmark: _Hlk215413834]Finally, Chaffinch Group should have considered the leadership style. Appointing a manager with a more consultative and transformational leadership style or providing leadership development for Kath would have supported a smoother transition. Ongoing training and recognition programmes could also have helped staff adapt to the new environment and reinforced loyalty and retention rates.


Q8. Explain the experience of change for the employees at Calmere House and examine how this is reflected through the stages of one model.
The employee experience of change during the transition of ownership at Calmere House can be understood using Lewins 1951 ‘Three stage Model of Change: ‘Unfreeze, movement, Refreeze’ (Mullins & Rees, 2023, p.506)
In the Unfreeze stage, leaders should prepare staff for change by clearly communicating the reasons behind it, involving them in discussions which would help them to transition from old to new ways of working. In contrast, employees at Calmere House received little warning about the sale to Chaffinch Group and were not involved in decision making or prepared for the change which wouldn’t have been a good first impression of the new owners. The sudden change created shock, anxiety from the loss of familiarity and they would have been left feeling insecure and unstable due to the suddenness of the changes. No meaningful steps were taken to ease this transition so resistance to the change in ownership and everything that came with that was inevitable.
Because the first stage was mishandled, the ‘movement; stage failed. This stage requires clear communication and leadership support to successfully implement changes, for example, a new policy. Under Kaths management employees who were used to Kirstens collaborative approach now found themselves suddenly excluded from decisions and expected to follow instructions without question. This loss of employee voice negatively impacted engagement and morale suffered. Workers left and workloads increased for those who remained, further damaging moral. The use of agency staff further reduced the sense of teamwork and consistency.
Finally, the Refreeze stage, which focuses on embedding changes and creating stability, never occurred. Because the earlier stages were so poorly managed the new structure and culture failed to settle. Staff did not adapt to the changes and Calmere House entered a prolonged period of low morale, high absence, high turnover, high resource costs and declining resident satisfaction.
Both high absence and high turnover significantly impact employee wellbeing, and addressing these factors is crucial to maintaining a motivated, healthy workforce capable of providing high quality care to residents.

Q9. Assess two factors that could impact employee wellbeing at Calmere House including why it is important that these factors are addressed. 
‘High absence can significantly affect the wellbeing of the remaining workforce, organisational causes of burnout include excessive workload, lack of autonomy and authority, insufficient reward and disparity between personal and organisational values’ (Mullins & Rees, 2023, p 512). Staff have experienced increasingly disproportionate workloads as they cover for absent colleagues, which can lead to both physical and mental fatigue, stress and exhaustion making them feel unsupported, overwhelmed and undervalued as they are left to manage day to day operations with fewer staff. This can eventually result in further absences, creating a vicious cycle. High absence can also damage team morale and community spirit, increasing tension and straining relationships. Overworked and stressed staff may struggle to complete work tasks to a high standard, potentially affecting resident satisfaction and safety. Relying on agency staff to cover absences also increases business costs, reducing profits and limiting the ability to invest in hiring and retention. Additionally, the use of agency staff may compromise care quality further affecting residents.
Another factor affecting employee wellbeing at Calmere House is high turnover. When experienced colleagues leave, employees lose social support from peers which can negatively affect emotional wellbeing. The introduction of inexperienced or agency staff will often requires additional support and supervision from existing employees, increasing their workload and pressure when already short staffed, stressed and overwhelmed, increasing the risk of burnout, absence and further turnover. High turnover also creates feelings of job insecurity as employees witness constant changes to members of their team. The financial implications of recruiting, onboarding and training new staff could potentially also affect wellbeing as ongoing turnover will be costly meaning less funding sources for other means of support such as wellbeing and mental health initiatives is re directed.



Q10. Discuss how the people manager, recruitment advisor and employment relations case advisor could support the retention stage of the employee lifecycle. 
Mullins & Rees (2023, p.362) talk about the importance of specialist roles and functions within HR even in smaller businesses there will still be a ‘need to recruit, train, motivate and reward them and to comply with the law relating to employment’. By working collaboratively, the People Manager, Recruitment Advisor, and Employee Relations Case Advisor can play a vital role in reducing turnover and rebuilding an environment where employees feel valued and want to continue working at Calmere House. Together these roles can create a more positive working environment, improve communication, rebuild trust and increase employee satisfaction and retention at Calmere House.
The Recruitment Advisor will be important for sourcing, hiring and onboarding the right talent into the business. They should work with hiring managers to ensure new colleagues are a good fit for the culture and values of Calmere House, reducing the risk of future turnover. A great onboarding process can help new colleagues settle in quickly while supporting existing employees by providing clear training expectations, avoiding overwhelm or excessive workload. The Recruitment Advisor can also contribute to retention by identifying current employees who are ready for career development opportunities, making internal progression pathways visible and attainable. 
The People Manager will oversee the overall people strategy, with a focus on enhancing engagement. They can support retention by gathering colleague feedback to identify concerns and then developing strategies to address them. Initiatives could include flexible working arrangements, recognition and reward programmes and Employee wellbeing support such as counselling or peer support networks to reduce absence and stress. Team building could also help re establish a supportive culture. Additionally, the People Manager should prioritise communication by clearly sharing organisational goals, plans and changes.
The Employee Relations Case Advisor will be crucial in resolving disputes and misunderstandings at a time when emotions are running high. As Mullins & Rees (2023, p.281) point out ‘harmony and cohesiveness within the group are more likely achieved if HRM policies and procedures are well developed and perceived to be equitable with fair treatment for all members’ They can support retention by addressing tension between employees and management early, preventing further resignations. As Chaffinch Group introduces new policies, the Employee Relations Case Advisor can ensure employees fully understand and comply with these changes while being treated fairly. This will avoid complaints and help to rebuild confidence and trust. When employees do resign, the advisor can analyse exit interview data to identify common themes and underlying issues. 

Q11. Analyse how people practices could help Chaffinch Group to fill 100% of resident rooms within six months.
People practices such as hiring and onboarding, communication and engagement, learning and development and leadership directly influence performance and the quality of care provided at Calmere House. Rebuilding employee trust and engagement alongside hiring and retaining skilled staff will be essential for achieving Chaffinch Group’s goal of full occupancy within six months. High quality care and positive resident experiences depend on motivated, competent and valued employees.
Developing leadership capability, particularly for Kath, will be key to building a more collaborative management style. Mullins & Rees (2023, p.357) discuss how many organisations are trending more towards a flat non-hierarchal structure and as such ‘there is more emphasis on an integrating rather than a traditional controlling style of management’. A more inclusive and transformative leadership will help rebuild trust between employees and management and restore the family oriented, values based culture for Calmere House.
Introducing reward and recognition schemes linked to high quality care can reinforce positive behaviours and encourage employees to take pride in their work. This will improve both the resident experience and employee satisfaction, strengthening Calmere Houses reputation and increasing referrals. Continuous learning and development will ensure staff maintain up to date knowledge and skills. Creating a clear career development pathway and leadership development programmes will enhance motivation, increase retention, and ensure consistently high standards of care.
Addressing turnover and absence is also vital to reduce workload, stress, and burnout among remaining staff. Providing employee wellness support, such as flexible working and access to counselling, alongside effective absence management could help to break the vicious cycle of high turnover and high absence. Recruitment should also be aligned with Calmere House community centred and family oriented values. Selecting candidates not only for qualifications but also for personal attributes such as empathy and commitment to personalised care will improve service quality and enhance resident satisfaction. 
Regular performance reviews with measurable goals linked to resident satisfaction can drive accountability, support personal development, and enhance performance. This will strengthen Calmere House’s reputation and contribute to achieving full occupancy.
Finally, two way communication through team meetings and suggestion schemes will empower employees to share ideas and feel valued, fostering engagement and innovation. Collaborating with residents to offer personal choices, such as room décor and care plans, will also restore emotional connection and trust. Once harmony is re established, positive resident testimonials can further enhance the image of Calmere House and attract future residents. 


Q12. Discuss how Kath could consult and engage with employees to understand why employee turnover at Calmere House has increased.
To address the increase in turnover at Calmere House, Kath needs to rebuild communication and trust through effective consultation and engagement methods. In order to identify the root causes of increased turnover, Kath should collect information from both employees who are leaving, through detailed exit interviews, and from those who remain, ensuring she gathers views from all levels of the organisation. This will help her understand the underlying reasons for employee dissatisfaction and disengagement.
Small listening groups, including representatives from across the workforce such as nurses and support staff, could be reintroduced to enable open dialogue, collective feedback and shared understanding. These sessions would allow employees to discuss the issues affecting morale and retention in a supportive environment. By doing so, Kath would demonstrate a more participative and inclusive leadership style which could quickly reveal common themes and areas for improvement.
For employees who may feel uncomfortable speaking in a group setting, regular one to one meetings would be beneficial. These should provide a private and safe space where colleagues can express their views openly. Kath should focus on listening rather than delivering information. This approach would help colleagues feel valued and demonstrate that their voices genuinely matter, forming an essential starting point for rebuilding trust. Recognising that some employees may still be hesitant to provide honest feedback, Kath could also introduce an anonymous employee feedback survey. This would ensure all colleagues have the opportunity to share their views safely and would provide valuable data to identify key trends and themes.
Finally, Kath should seek support from the People team to refine her leadership approach, developing skills in active listening, empathy, and change communication. Mullins & Rees (2023, p 514) argue that ‘change is more likely to be effective with a participative style of managerial behaviour’. By showing genuine interest in staff views and recognising the emotional impact of organisational change, Kath can begin to restore trust, strengthen engagement and reduce turnover.
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