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[bookmark: _Toc1755828141][bookmark: _Toc1079420566]Introduction
Organisational behaviour can influence the actions of individuals and groups in the organisation, which is important for leaders to understand when implementing change.  According to a report on CIPD (2023), the way the change is implemented and managed in the workplace presents more of a challenge than the actual change itself.  The effectiveness of change management ensures smoother transitions, empowering organisations to adapt and thrive.  This portfolio aims to analyse the nature of change within the context of a national organisation, The Post Office.  
On May 3rd, 2022, employees at the Post Office staged a one-day strike due to concerns about their pay. The workers had experienced a wage freeze in 2021 and were only offered a 2% raise along with a one-time payment of £250 for 2022. The Communication Workers Union (CWU) criticized the offer, describing it as "exceptionally poor" considering the 9% inflation rate according to the Retail Price Index.
This report looks at the reasons of why conflict occurs in organisations and how it affects individuals involved.  The report aims to critically analyse the stakeholders that should be involved in resolving the Post Office dilemma and its necessity in such conflict.  The report includes a discussion on how different perspectives of organisational conflict views and deals with conflict and the ways in which leaders can manage and implement change.  A recommendation is given of what style the organisation can pursue and follow to obtain a win-win solution for all parties.



1. [bookmark: _Toc167891863]Stakeholder Theory
An organisations business is to offer a service or product to increase profit for shareholders and create a value for its consumer, in line with Milton Friedman's shareholder theory, which maintains that a company's social duty is to maximize its profits (Friedman, 1970).  However, the focus of organisations should not merely be directed at customers but also to stakeholders of their business.  Stakeholders may be capital investors in the business, buyers and purchasers, service users, employees and any other party who can be impacted by the organisation and its business.  Stakeholders are beneficiaries to the firm as they contribute to the wealth-creating capacity of the organisation (Post et al, 2002).  Media outlets, governments and the social community are external stakeholders and can impact businesses in many ways including the reputation of the firm. 
Developed in 1984 Freeman’s stakeholder theory is the theory of organisational management and business ethics, identifying and accounting for multiple constituents impacted by business operations and entities (Stieb, 2009).  This theory addresses the moral and values in managing organisations and argued that creating a value for all stakeholders will lead to value for shareholders, so having good relationships in your business relations internally and externally is likely to increase success.  Further study has concluded that organisations should foster and maintain strong corporate social responsibility to improve business performance with external stakeholders (Taghian, D’Souza and Polonsky, 2015).  This suggests that leaders must strategize change and business operations in way that will either positively impact stakeholders or not compromise their presence to achieve successful management in leading change.  
To create an appropriate change management plan for the Post Office, the organisation will need to identify each individual stakeholder and evaluate their needs, interests, and influences that may have an impact on them.  A successful implementation of the plan will depend on how the Post Office manages engagement with each stakeholder group, identifying concerns, building trust and maintaining good relations will positively impact the willingness of stakeholders to cooperate with the change.

[bookmark: _Toc688855151]1.1	Stakeholder Mapping for The Post Office
Managing expectations of each stakeholder has become a growing issue.  What may bring benefit to one stakeholder can differ in value to another and can be conflicting in other cases (Darškuvienė and Bendoraitienė).  Stakeholder mapping allows us to understand stakeholder needs and perspectives to allow firms to assess how their interests can be addressed.  The stakeholder matrix is a visual representation of stakeholders which enables managers to identify key players at a glance.  In the case of the Post Office, many stakeholders have been identified however not all of these will need attention.  An analysis has been conducted to identify the most influential stakeholder and to determine how best to involve these stakeholders in the current case (See Figure 1).

 Figure 1. Power Interest Matrix representation for the Post office stakeholders
	KEEP SATISFIED (High power/low interest)
	MANAGE CLOSELY (High power/high interest)

	· Legal Governing Regulators

	· CEO/Board Directors
· Post Masters
· CWU
· Employees

	MONITOR (Low power/low interest)
	KEEP INFORMED (Low power/high interest)

	· First Rate Exchange Services
· Suppliers
· Maintenance Services
	· Media
· Customers
· Social Community
· Royal Mail / Other Postal Services
· Government


Source: Author
[bookmark: _Toc594345753]1.2	Stakeholder Analysis
CEO
Chief Executive Officer (CEO) is the face of the company, they steer the future of the business through their leadership and usually face the criticism of public opinion regarding the success or failures of the organisation (Carson College of Business, 2024).  Many of the decisions made by them are driven by the board of directors within the business.  Their cooperation is built on the mutual understanding to promote the best interest of the business.  They play an important part in this situation, not only will they be holding public meetings, but they will also be responsible to answer to the wider community and the organisation.  They must have all facts, details and information regarding the business and uphold exceptional leadership qualities to perform their duties in this matter.  They will be engaging with board directors, post-masters and the CWU.  


Board of directors
Board directors play a vital role in the business environment, their involvement extends well-beyond protecting the financial assets of the business.  Due to new challenges and increasing expectations, board directors are providing proactive direction and oversight on business strategies, risk management, leadership succession, opportunity management, sustainability and many other areas (Talerico, 2024).  This is to ensure the protection of stakeholders and shareholders, and to ensure the organisation operates legally and ethically.  The Post Office currently comprises of the Chair and has 7 non-executive directors and 2 executive directors (Post Office, 2024).  Their expertise and knowledge of the business environment and tackling firm uncertainties make them important stakeholders.  They have major influence on how resources are spent and will be engaged in talks with CWU spokesperson to resolve the crisis and are likely to advise the chair accordingly.
Post-Masters 
Post-masters are entrepreneurs who operate a franchise and oversee the day-to-day operations and staff at their respective post offices (Clark and Booth, 2021). The employees are probably eager to obtain information from the postmaster about the decision's result; thus, they will serve as intermediaries for them.  They are a highly interested stakeholder on the business, and their influence on decisions for the Post Office is highly regarded.  Two of the non-executive board directors were former postmasters and can influence strategy and programs affecting postmasters.  In the context of the case study, post master's will be negotiating for themselves and on behalf of employees with the board directors regarding pay. The Post masters are in a situation where they are affected directly by the wage freeze however their duty as managers makes them responsible for communicating any changes to employees, ensuring it is put into practice and that it is being served.  At the same time, they will have to ensure the activities of daily operations are being met and keep disruptions low.
Employees
The Post Office employees have a significant impact on business decisions; they are most impacted by salary adjustments, particularly when living expenses are rising.  Employees are looking for job security, higher pay and improved working conditions all the time and will have an interest in this crisis.  The impact of the change should maximise the value of what it brings for them, otherwise the reputation of the firm will diminish and cause more concern for the business thus staff will continue striking.  The outcome of this change can impact employee performance which according to Ali and Hassan (2022), can cause organisations to perform poorly.  In their study they requested that leaders must keep employees' part of the strategy to lead any changes in the present state and bringing them into the future state via a planned process. The leadership will be required to communicate with them effectively, by keeping them informed and enabling feedback to minimise resistance to change.  Working together with employees will enable a smoother transition to the new change.
Government
The Post Office is owned by the government however it operates as a separate business with its own independent board who are free to focus on growing their own revenues without leaning on the government for financial security (Lupupa, 2022).  This stakeholder has low power/influence but may remain in the high interest zone in this situation, however their presence may have fluctuated towards the high influence zone if responsibility had not been transferred to independent owners.  The post office offer government services such as passport check and send, identity checking for documents, driver's license issuing and renewal and therefore will find that the government are partners with the post office which strengthens the post office’s ability to influence decisions. This stakeholder would need to be managed carefully as the nature of their power and interest can change.
Customers
The customer may and may not have an interest, however they are very important when businesses are leading change.  There are different types of customers, depending on how important their use of the service provided by the Post office is.  SMEs rely heavily on the services, with many bank branches closing, the Post Office remains a critical network for small businesses to manage their banking, postal and cash needs (Rural Services Network, 2020).  They will have an interest in this situation as they would not want to be impacted by continuous striking by employees, and although their influence may be low, if the situation does not improve soon enough, they can take their business elsewhere which could ultimately impact their relationship.  If the change an organisation is implementing is likely to affect the service that they provide whether for the short term or long term, then organisations should consider their customers and manage their expectations by keeping them informed to ensure satisfaction and offering alternative solutions for temporary measure (Arslan, 2020).  Customers are very much the community and if affected by the changes then they are likely to cause a stir.  This is where communication in terms of Customer Relationship Management (CRM) will come into effect (Mirzoyan and Tovmasyan, 2022).  It enables leaders to better understand the needs of the customer and allowing to analyse how certain changes can affect them before making big decisions.
CWU Communication workers Union
As of the beginning of the Post Office wage changes, the Communication Workers Union (CWU) have been acting as consultants to achieve the best deal for post office workers.  The CWU play a significant role in shaping business changes, engaging in negotiations with employers in addressing pay, working conditions, holiday entitlements, and other issues (Communication Workers Union, 2024).  They act as advocates to promote business growth and quality of service by engaging with governments, regulators, politicians and local authorities as they know that not all workplace decisions are made by employers.  Their involvement ensures that decisions led by businesses consider the interest of employees and customers.  They are a keen and interested party and highly influential in how businesses can lead changes and will play an active and engaging role in this case.
First Rate Exchange Services
First-Rate Exchange Services, the UK's top provider of white label foreign currency to retail financial services companies, counts The Post Office among its clients (First Rate, 2024).  Although they have no direct influence on the business of the Post Office, neither much interest, they may just observe how this plays out to ensure the service they offer to their clients are not impacted.  Their interest can change if the crisis affects the firm's reputation, some clients may not want to be associated with it.  Similarly other service providers will be in the same position.
Social Community
Businesses need to build a reputation and be socially accepted in the environment they operate to positively impact the view of the social communities outside of the business.  Community groups may act if the actions of the organisations impact the feelings of members outside and depending on how big and effective the group is, it can have a major influence on organisational change.  It would be wise to keep this group informed and keep good relations with them.
Media Outlets
The CWU is paying attention to the problem, therefore media outlets will start to take an interest in it.  Media has a way of influencing the general public's thoughts and opinions and can influence decisions made by big corporations.  Helmig, Spraul and Ingenhoff (2013) argued that secondary stakeholders, those that do not benefit economically, indirectly affect changes using mass media and influencing public opinion.  The Post Office should do what it can to communicate information regarding the conflict directly by keeping them informed to ensure accurate information is relayed by the media if they were to publish.  
[bookmark: _Toc2054093718]1.3 Critical Analysis of Stakeholder Model
The stakeholder's interest and influence can move across the quadrant in response to changes in circumstances, and their level of power can fluctuate depending on the situation, but the power-interest grid does not take this urgency into account.  For example, the government is placed in low power/high interest category, however not long ago the government were the main owners of the Post Office and would likely have had more power in the decision.  The Post office will have to continuously monitor all stakeholders to ensure that any new changes to individuals can be addressed and keep the power-interest grid up to date.
There is a possibility of oversimplifying stakeholder attributes, reducing them to high or low power and interest categories.  Employees have different responsibilities and educational levels, and they may be pursuing different agendas and priorities.  If the impact of the problem is close to individual employees, then it becomes high interest for them.  Some individuals may have financial issues that will be impacted by the wage freeze, other employees may be considering leaving the workplace and therefore may not have any interest in the outcome.  Individuals may belong in more than one stakeholder group and some groups may have more in common than what divides them (Fassin, 2008).  
It can be time consuming trying to engage with groups and manage expectations, and since each stakeholder has a different set of interests and levels of influence in a project or circumstance, it is unlikely that all stakeholders would be treated equally. The lack of effective collaboration with stakeholders during the earlier stages of planning and implementation negatively impacts the expected performance of the project, according to Bahadorestani, Naderpajouh and Sadiq (2020).  They proposed a framework to improve the efficacy of stakeholder engagement, based on the idea that project managers would be better able to engage stakeholders in accordance with sustainable goals if potential conflicts were ranked systematically and stakeholders' and the management team's perspectives were combined.  Nevertheless, companies can manage their interactions with stakeholder groups by obtaining information about them and prioritising them accordingly (Pandi-Perumal et al, 2015).   Stakeholder engagement in times of crisis have shown successful outcomes, according to Mayfield (2014), the proactive, self-aware manager spearheading a change recognizes the significance of connections, values stakeholders, and is ready to interact with others. highlighting communication as an important factor to reach successful outcomes.  The main advantage of stakeholder analysis enables organisations to prioritise and tailor projects to individual groups and allocate resources wisely.


2. [bookmark: _Toc2110197377]Organisational Conflict Resolution
Organisations will experience many conflicts in the business environment, which can occur due to reasons including the different personality types of individuals and expectations.  Although diversity can bring fresh perspectives to organisations, it can create disharmony.  Differing work styles, priorities, values amongst coworkers may give rise to conflict (Shah et al, 2021).  A negative response occurs if the change anticipates increasing workload, especially when the change occurs quickly and affects the entirety of the organisation or significant parts of it (Beare et al, 2020).  It is anticipated that people's responses to organizational change will depend on how well they comprehend and evaluate how the change will affect them personally.  This suggests that a person's reaction to a change is shaped by the interaction of their attitudes, beliefs, and emotions. A change's ability to be implemented successfully hinges on how people respond to organisational change.  Some people react to change indecisively, particularly when there is uncertainty about the future. One tactic for interacting with and coping with change is to react as change causes anxiety and disruption for both individuals and organisations (Blom, 2018).
[bookmark: _Toc698368785]2.1 Perspectives of Organisational Conflict 
The traditionalist/unitarist view expressed conflict as a negative entity and should be removed as it interferes with organisational stability (Rahim, 2023).  The human relations and interactionist view proposed a more realistic view, that the presence of conflict is natural and is not necessarily harmful but can have a positive outcome.  Contrary to the human relations perspective, which allows conflict, the interactionist perspective promotes conflict since a cooperative, harmonious, peaceful, and calm group is more likely to become stagnant, indifferent, and unresponsive to the demands of change and innovation (Chugh, 2011).   The interactionist perspective believes the outcome of conflict allows for creativity and better decisions (Contu, 2019).  It is not only something that all the various groups agree upon but try to lessen by means of individual and group procedures and processes carried out by union and human resources representatives.  
The cause for conflict with Post office workers is due to a change (wages) and cultural attitudes towards conflict.  The Post Office offering staff a one-off payment and a pay freeze contradicts government policy which would have seen an increase higher than the one proposed.  The business profits had seen a substantial increase which necessitated a strike by Unions, they felt the management's decision was poor and that their actions towards members is down to power (Timmins, 2022), thus resulting in a lack of trust which contributed to employee's unwillingness to cooperate.  The benefit of achieving something good would be an outcome of this conflict even if there is some disruption within the organisation, which would also be the view from the interactionist perspective, a better pay deal ensures employee stability, reduces the pay gap in the economy and positively impacts the culture of investing in people.    
According to Toppan (2024), the UK is considered to have an individualist culture, where definition of self-image is ‘I’ (individual) rather than ‘we’ (part of a group).  In these societies, interpersonal interactions are crucial and essential to conducting business; outsiders are frequently met with animosity. In terms of culture, the United Kingdom receives low scores for power-distance, which is a measure of how much less powerful members of society anticipate and accept an unequal distribution of power.  This assumes employee voice is as powerful as the decision makers of the Post office, however there is still the hierarchal aspect of the organisational structure.  Post office employees will expect to have more influence on the decisions that is taken as they are more aware of their rights and will voice their opinion to ensure any agreements made will benefit themselves.  As a universalist society the Post office should cooperate in fairness and consistency as people expect the same rights as the next person and will minimise the chance of dividing the organisation.
According to CIPD (2022), setting corporate values that employees will recognise and relate to enables employers to signal and shape a psychological contract to retain workers and create trust within the organisation. This will enable organisations to shape the type of work culture and how they want to be perceived by employees as it gives clear guidance on how to treat each other and respect the firm’s decisions.  It is not law but rather a philosophy, which will promote a positive reaction to change if done properly (Martins, 2024).

[bookmark: _Toc1083987263]2.2	Conflict Management Styles
According to Khaw et al (2023), the basis of employee communication within an organization is transparency. Through communication, employees should have prompt access to both good and bad information. The authors reviewed literature regarding individual attitude and found culture, gender, age and employees previous experience of change can influence how they react to change, and that employees in public sector jobs show more resistance to change than those in private sectors.  Ignoring issues, especially one that affects a large part of the organisation will create further instability in the organisation and does not make a problem go away.  To facilitate conflict resolution, committed parties need to actively communicate, negotiate and discuss their ideologies which can be done through mediation, involving the team or using consultancy through a third party (Marcus, Dorn and McNulty, 2012).  Offering fair labour practices to minimise disruptions during industrial action and a contingency plan to minimise the negative effects of unexpected events can bring about a smoother transition to a new policy or procedure (Indeed, 2024).
A similar strike was staged by Royal Mail postal workers over proposed changes in sick pay and inferior terms for new recruits, their response to these changes was that the organisation was losing £1 million a day and needed to shift faster in responding to customers’ changing demands (BBC, 2022).  After many attempts to reach an agreement with union workers rejecting a ‘final’ offer of an 18 month 9% pay deal, CWU workers then accepted a 3-year 10% salary increase and other concessions.  The negotiations lasted 3 years and the CWU accused Royal Mail of imposing change rather than negotiating.  
The process of consultancy is wrapped up in appreciative enquiry which enables a process for organising change.  It is a methodology which sees problems and solutions in one frame, focussing on the future and a path for the future (Watkins, Mohr and Kelly, 2011).  Consultancy can enable the Post office management to find an answer to how best to manage the conflict as it enables the consultant to ask questions to find the root of a problem, and through further investigation and looking at scenarios from many perspectives, usually the organisation comes up with an answer for the solution.
The Thomas Kilman Conflict Model identifies 5 key conflict management styles and based on 2 underlying dimensions; assertiveness and cooperativeness (Guzowski, 2022):
1. Collaboration – High assertiveness and high cooperativeness in working together to find a solution that seeks a mutual benefit for both parties.
2. Competition – High assertiveness and low cooperativeness in achieving personal goals at another's expense.
3. Accommodation – Low assertiveness and high cooperativeness in prioritizing relationship maintenance.
4. Avoidance – Low assertiveness and low cooperativeness to avoid any conflict.
5. Compromise – Requires a balance of assertiveness and cooperation, each party forgoes a goal or own benefit to reach a mutual solution.
According to Mishra (2021), individuals take on the assertiveness mode when they may feel a threat to their concerns, or cooperativeness when they cater to the party's needs (See Image 1).   


Image 1.  Advantages and Disadvantages of the two approaches of Thomas-Kilman Model.
	
	Assertiveness
	Cooperation

	Best use case scenario
	When you need faster decision making.
	When both your and conflicting party's perspective may be right.

	
	When it is ethical and morally right to take a stance.
	When your opposing views are better than you. Swallow the pride and take a call for the greater good.

	
	Your views are at loggerheads with others, but you know you are right
	You know that the conflicting party is understanding and come to terms easily with a discussion.

	
	As a fallback to amicable means of conflict management.
	Long term relationship management. You don't want to win small fights and lose the support of people.

	
	Works best when you have higher power of authority.
	Works in all cases. However, depending on the opposing party, cooperative move may appear as weak as well.

	Advantages
	More powerful approach to make 'your point.'
	Amicable means of conflict resolution. Potential least amount of damage if it works.

	
	Faster decision making, faster resolution of conflict.
	Reduces backlash and future problems.

	Disadvantages
	May lead to retaliation, backlash or damage to relationship.
	May not work on people who are adamant or stubborn.

	
	In a high-power authority culture, it may feed the cycle of power hoarding and authority.
	May take longer to resolve.


Source: Mishra (2021)

The model recognises that styles are flexible and can be adaptable to situations however, some people become better at using certain modes and tend to often opt to use that in all situations (Thomas, 2008).   Leaders should determine the situation and should foster a more adaptable approach to effectively manage conflict and not stick to what they are used to if they want to achieve a successful outcome.


[bookmark: _Toc837909358]3.	Strategy for Change
A comprehensive plan for managing change that incorporates all necessary components—stakeholders, resources, budget, schedule, communication strategy, and workflows—is known as a change management strategy (Austin, 2021). It is essential for managing people and processes for organisational transformation.  
An effective plan would consider the reasons employees are resisting to change and use that as a basis to create assurance via clear communication and instruction so that employees are familiar with how the new change will benefit them and not feel threatened which will enable smoother transition.
Kurt Lewin developed a framework for understanding and implementing organisational change.  Lewin’s Change Theory is a 3-stage theory (see image.2).  Unfortunately like many models, the model does not have a feature to capture feedback and is very simple, lacking detailed structure.  For a more comprehensive take, ‘Kotter's 8 steps’ of change is a more detailed, easy to follow instruction to manage change (see image.3).  The linearity of change is the biggest limitation of both models.  Not all steps need to be followed in the same direction.
Image 2. Lewins Change Model
[image: ]								Source: Visual Paradigm (2024)


Image 3. Kotter’s 8 Step change model
[image: ]
Source: Mutomorrow (2024)



3. [bookmark: _Toc507535525]How to reach a win-win solution via lose-lose
It is important for the management to negotiate a reasonable outcome for both parties, and there must be a common ground for them to agree on even if it necessitates a compromise, ultimately the decision makers will create the terms which is influenced by what they believe the CWU will accept and will create a value to the stakeholders.  
What could be learnt from Royal Mail strikes is that to come to agreements sooner, organisations must be willing to listen to employees and have clear communication platforms ensuring representatives are heard.  To reach a state of win-win managers must accept to compromise/lose a benefit.  CWU workers can accept one proposal but reject another or modify the terms, and the Post Office should look to lose some capital for the welfare of its employees and see it as an opportunity to improve its work culture and relations which would make implementation of the change much smoother.  A winning solution would require collaboration, as identified in the Thomas-Kilman model.  Taking on high assertiveness and high cooperativeness ensures the power held by the leaders is utilised to its full purpose and win the support of the employees.  The Post Office management should take on a more collaborative style to ensure that a solution benefits all stakeholders which entails managers to understand the needs behind the opposing sides demands and approaching with a more focus on being cooperative.  This will allow for both parties to accept the terms and move on.  The Post Office should increase what they are offering considering the rise in inflation with new terms such as work patterns or increase workload to match a higher wage and the CWU should accept the one-off payment of £250 for the year 2022.



[bookmark: _Toc1750918331]Conclusion
Unhealthy conflict can damage a business's reputation and organisational relationships; therefore, leaders must accept that conflict is inevitable and must be prepared to face issues.  Small issues can be avoided however, when it starts to affect the daily operations and relationships, leaders must step in.  One of the key elements of a leader to function is conflict resolution as it enables quality performance of the organisation and allows growth opportunities.  Conflict is not always negative and can bring about a necessary change that can positively impact the organisations performance.  The Post Office should take this conflict from the perspective of the interactionist view and see the conflict as an opportunity to make a positive change which would benefit employees and themselves.  As a big organisation, they can utilise an external consultancy to help assisting in reaching solutions through negotiation.  Although some resolutions require both parties to compromise to achieve a win-win solution, the compromise should not impact either party to an extent that there is bitterness towards the other and there should be a benefit for both parties to ensure smoother transition to the new change.    Managing change requires co-operation and the powerful party should not impose change forcefully as it will not resolves conflict rather prolong it.  Lewin’s 3-stage theory can be applied to a wide range of scenarios and is very simple to follow and the progressional stages is logical.  A large organisation such as the Post Office should adopt Kotter’s 8 Step Change Model which covers all aspects from cultural through to operational.  The right change management model should align with an organisation's specific goals, values and the nature of the change they face, and should have an expert team to help guide staff transition to the new change.



[bookmark: _Toc9621265]My Experience of this Module
In this module, I was introduced to Organisation Change Management which has extended my knowledge of why changes need to occur in organisations and how not all changes that do occur should be seen as a negative conflict but rather a way of improving the future state of the organisation.  Previously I was not aware of the different perspectives of organisational conflict and how earlier perspectives view of conflict was regarded negative.  This is important in the context of the workplace and the aspects of change, as some changes can be a planned event or emergent in nature, and therefore will allow me to identify important individuals (those most impacted by changes/conflict) to manage changes in the workplace.  Resistance to changes can be seen as an opportunity for learning and development and therefore I should consider individual employee's personalities, culture and interest in a crisis before action planning how or what ways to manage a situation.  I have always been the type of person that tries to ignore issues as far as I can and have not felt confident enough to manage big projects due to this.  However, after understanding theory and perspectives and acquiring sufficient knowledge to manage conflict and applying this to my report, I feel it has helped me to feel confident to deal with conflict situations in the workplace, and not to judge from my perspective but rather that everyone's own opinions, interest and power affects how they interpret conflict. Knowing that to reach a win-win solution there must be some form of loss, a compromise must be made to ensure both parties find a middle ground in any given situation to ensure resolution.  I feel the module has helped me as an individual to understand a key aspect of leadership that is vital to how I perform as an employee and hope to put it into practice in my future endeavours.  As an employee I see how any changes that do occur are for the benefit of the organisation's future success.
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