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Executive Summary
The purpose of this report is to explore the contrasting Human Resources (HR) strategies employed by two different organisations operating in hybrid and traditional work environments. Newport City Council, who is my current employer, was selected to analyse the hybrid environment which has been in place since the global pandemic. Starbucks was selected to analyse the traditional environment within which its retail sector employees work. While the organisations are not directly comparable, there is a wealth of organisational literature on Starbucks available for analysis. 
The report is based on a comparative case study of both organisations, which has been informed using a variety of analysis methods including research and a PESTEL to understand the internal and external environmental challenges and influences on HR strategy and policies. The size, reach and sector of both organisations has also been evaluated to understand how these factors might influence the HR strategy, particularly for the HR concerns of employee engagement, performance management, diversity and inclusion. 
Finally, the role of technology and AI adopted by both organisations, and available to support their hybrid and traditional work environments will be considered. The case study comparison will conclude with a set of recommendations for Newport City Council and Starbucks to strengthen or reimagine their HR strategies, taking into accent the potential challenges and opportunities acknowledged in the report. 












1. Introduction 

This report will compare the role of managing people within both traditional and hybrid work environments. It will consider contrasting Human Resource (HR) strategies and how organisational approaches to people management is shaped. 

1.1 Hybrid and Traditional Environments 

Work environments have evolved, most radically as a result of lockdown restrictions during the pandemic (Kelly, 2020; Adekoya et al.,2022), which saw an organisational shift to remote working which is here to stay (Popovici, 2020). Remote, agile or hybrid working describe the ways an employee can work, other than traditional office based (Nash, 2021; Grant et al., 2019), and requires a re-think of traditional HR policies, whether for hybrid, traditional or a combination of both (Langan, 2021). Traditional HR approaches revolve around centralised control with emphasis on face-to-face interaction and direct observation, whereas hybrid work generally requires more flexibility, reliance on technology and outcome-based performance metrics and trust. 

A number of complexities arise with both environments, including the need to reimagine the dynamics of workforce management, employee engagement, and organisational culture. Both Starbucks and Newport City Council (NCC) have grown and evolved their HR strategies to rise to the challenge, in the context of NCC as a public sector organisation governed by devolved Welsh Government and UK legislation, versus Starbucks as a global organisation, its operations subject to multiple regulatory environments. 

1.2 Starbucks HR Strategy

Starbucks Corporation is an American company who roast, market and sell premium coffee around the globe. In 2023, Starbucks global store count was 38,038, with approximately 381,000 employees worldwide; around 228,000 (59.8%) working in the U.S. across company operated stores; with the remainder in corporate support; store development; and operations. (Starbucks – Form 10k, 2023). For the purposes of this case study, focus will be on the traditional retail side of the business, which adopts hybrid working practices.  


1.3 [bookmark: _Hlk161402138]Starbucks HR - Organisational Approach 

Starbucks employees are valued as its primary asset and vital for its success, which requires a strong HR strategy. Their strategy is to hire the best, retain and motivate, which it achieves through its HRM policies and a generous benefit system for all workers, including free health care; annual wage increases; financial rewards; and free drinks while working. 

“People’s Strategy” is Starbucks HRM policy designed to motivate employees to excel and includes workforce development and diversity which is critical for global competitive advantage. Starbucks adopts employee friendly policies which appeal to applicants; so much so, employees tend to stay with the company despite market saturation for coffee stores and demand for baristas.  This also highlights Starbucks HR retention strategy which it achieves through value creation and implementing a value proposition to customers, shareholders and employees. 

Starbucks HR strategy focusses on ‘Human Capital Architecture’, ‘Strategic Alignment’ and the delivery of ‘Core Competence’, designed to deliver the right mix of people, process and systems to provide value and services to its customers who are essential for the success of the company in achieving its core vision (Company Website – 2024). 

1.4 Newport City Council HR Strategy

Newport City Council (NCC) is a public sector organisation employing approximately 6,000 individuals who deliver a wide range of services to the residents of Newport and corporate functions including HR, training, policy development and transformation. (NCC Corporate Plan, 2022-2027)

The HR team delivers a number of diverse people management processes including employee relations; training and development, employee engagement and wellbeing, business partnering, workforce planning and payroll. Pre-pandemic most employees worked in the corporate buildings, with the exception of front-line services. Post pandemic, the organisational shift to hybrid work has remained in place with only 21% of employees now working from a combination of home and office.
 



1.5 Newport City Council HR - Organisational Approach 

‘Newport City Council is committed to recruiting staff of the highest calibre to contribute to service delivery’.[footnoteRef:1]  In a similar vein to Starbucks, NCC Strategy is focussed on its employees as its biggest and most important asset. The People Plan (2023-2028) and Corporate Plan (2022-2027) set out key themes on which its HR Strategy is based, namely: employee wellbeing, engagement and experience; representation and transformation and measuring success.  [1:  NCC – HR Recruitment & Selection Policy and Guidance, 2017] 

[bookmark: _Hlk161257920]
Both plans aim to drive forward organisational strategy and support the workforce to achieve this. However, while there are employee benefits (e.g. local government pension/flexible working) within public sector, NCC does not benefit from a value proposition in the same way as Starbucks; and continually strives to master recruitment, retention and skill development in the absence of a global brand. Furthermore, being responsible for public money to deliver services, there is a delicate balance between delivering high quality services to meet the needs of residents versus attracting and retaining employees. NCC is unable to offer the same level of monetary enhancements and awards as Starbucks, and also works within national pay and grading confines of the Localism Act (2011). 

2. What Influences HR Strategy? 

Tsul et al. (1997) noted HR functions give organisations the structure and ability to fulfil business needs through the management of its employees. Noe et al. (2006) support the premise HR teams also define the nature of work and regulate the job relationship. However, there are both internal and external challenges that can affect or determine developing HR strategy.

2.1 External Factors 

Both NCC and Starbucks HR Strategies are affected by similar external challenges, a detailed PESTEL analysis considers some these factors[footnoteRef:2], but are summarised in Table 1:  [2:  Appendix 3: PESTEL of External Factors Influencing HR Strategy] 






Table 1: PESTEL – Key highlights from the analysis
	POLITICAL
	ECONOMIC
	SOCIAL

	Climate Change Agenda & Energy demands/pricing: 

There is pressure on both organisations to reduce carbon footprint (Rastogi & Trivedi, 2016). Post covid and in the efforts to reduce the carbon footprint, Murray (2021b) and Molla (2021) also predict the working population will move from bigger cities to more regional areas.


	Global economic situation: 

Demand for goods and services, costs of manufacturing/production, scarcity of labour and consumer power (Grant, 2019).

	Societal Attitudes & Beliefs: 

Changes in attitudes, values, beliefs, cultural expectations, influencing employee behaviour and consumer demands.


	TECHNOLOGICAL

	ENVIRONMENTAL
	LEGAL

	Technological transformation:

Technology and AI is quickly and constantly evolving (Deloitte, 2019). Rapid integration of emerging trends like automation and AI would require both NCC and Starbucks to build on their existing technological capabilities while implementing new tools & training. 


	Global Health Crisis: 

External health crisis like Covid-19 pandemic can require rapid and widespread changes to service delivery for both NCC and Starbucks. 
	Regulations & Compliance: 

Legal constraints on local/regional policy on recruitment, training, H&S, discriminatory practices and remuneration (Tambe et al., 2019), and industry specific regulations. 




Some key challenges on HR strategy for both organisations are: 
(1) Reductions in office/retail spaces (Vyas, 2022 & Novgt, 2020), moving to a hybrid environment, and increased use of technology will require both NCC and Starbucks to monitor impact on staffing and service delivery, adjusting HR strategies accordingly to support remote teams working from fewer operational assets; maintain employee engagement, and address associated challenges around employee health and wellbeing (Haque, 2023). Increased use of technology to achieve this should be supported by HR strategy to maintain digital competence, and avoiding technostress, overload and anxiety (Marsh et al., 2022)
(2) Government budget cuts are forcing NCC to reconsider business models, hiring budgets and workforce plans to address the financial challenge (Vyas, 2022).
(3) NCC and Starbucks need to focus HR strategy on diversity and inclusion initiatives, ensuring increasingly diverse needs are met.
(4) Both NCC and Starbucks operate in complex legal environments where legal factors requiring HR strategy to support organisational activity and meet demands this places on organisations to achieve strategic goals. 
2.2 Internal Factors 

Internal factors influencing shaping HR policies and strategy are more than just the workforce. IIENSTITU (2023) suggest key factors are organisational culture, values and structure, leadership style and employee skill sets. While the two organisations are significantly different in scope and size, NCC and Starbucks both have a hierarchical structure and may adopt different HR strategies to those with a decentralised structure. 

Technological innovation and supporting HR policy is governed by organisational budgets. Starbucks invests significantly into an ‘eco-platform and HR digitalization roadmap’ (Zhang, 2021). However, NCC investment into technology is limited due to austerity and public funding.  

Organizational Culture defines the ‘ethos’ of a company including the values, norms, goals and expectations (Fernandes, et al., 2023; Schein, 1992); influencing behaviour and interactions, productivity and organisational capability (Erkutlu, 2011; Park et al., 2013); all of which play a critical role in developing HR strategies. NCC has a culture of accountability, inclusion and public service values; Starbucks culture is one of inclusion with strong corporate and social responsibility (Starbucks Stories – 2024). Both HR strategies are reflective of this organisational culture in order to assure loyalty and productivity. 

Organisational strategy also shapes HR policy; enabling organisations to recruit, manage and retain talent which is pivotal for achieving its strategic goals. NCC corporate strategy is for a fair, inclusive and prosperous city (Corporate Plan, 2022-2027). While Starbucks global strategy is to achieve competitive advantage over other coffee brands with their premium offer (Kaur, 2024). Both organisations rely on HR recruitment strategies to support them to engage the necessary workforce with the required core competencies to achieve their organisational goals. 

2.3 Size, Reach and Sector

Mathis (2017) and Przytula et al., (2020) support the premise that HR strategy should enable organisations like NCC and Starbucks to recruit and retain the talent required to achieve organisational success; noting successful strategy can be influenced by the size, reach, and sector of the organisation. While this has been considered when reflecting on the organisations approach to HR strategy and the internal and external challenges they face. Table 2 below considers some additional factors which could influence HR strategy. 

Table 2: Size, Reach & Sector – Impact on HR Strategy

	SIZE
	REACH (local V global) 
	SECTOR

	Specialized HR roles: Recruitment specialists /HR business partners recruited to deal with the complexity and scale of their workforce, supported by clearly defined roles and processes. 


Global Workforce: Starbucks manages a diverse workforce of approx. 381,000 staff across 86 markets (Starbucks - Corporate Website) necessitating HR strategies that consider diversity, cultural differences and compliance with global employment regulations. 

	Local Services: NCC is a public sector organisation delivering local services to Newport. HR strategies are designed to align with Welsh & UK employment laws and regulations, 

Local Recruitment: NCC HR recruitment and talent management strategies are tailored to the local workforce. Local authority pay and grading minimises competition across neighbouring authorities but inhibits ability on occasion to compete with the private sector pay and incentives on offer.


Global Services: Starbucks needs to balance standardisation of HR strategy; management of staff across different time zones and languages.


	Unionised Workforce: Public Sector organisations such as NCC have unionised workforce requiring HR strategy to include effective employment relations and continual consultation with union executives.

Starbucks retail employee’s union experience is different across the globe (Starbucks Stories – 2023), requiring HR strategy to be flexible as it evolves.  

Flexible Work Arrangements: Starbucks HR strategy for retail staff has limited flexibility due to the single nature of the commercial coffee business, requiring baristas for their stores to operate.





HR strategy is dependent on the skills and capacity of the HR function; the environment or markets the business is operating within; laws and regulations determining how the business operates; and policies governing how employees need to operate to achieve organisational success.

By assessing the potential challenges and influences on HR strategy, it can be tailored to meet the demands of the business; and provides an opportunity to assess wider organisational strategies that could help it achieve its strategic goals. For example, while NCC has limited budgets to spend on innovative technology, there are opportunities to consider new functionality such as HR app development based on existing systems[footnoteRef:3], supporting hybrid working strategies and wider asset rationalisation transformational objectives.  [3:  Appendix 1: NCC App Development Proposal (Wood, McCabe & Falmer, 2024)] 


3. Hybrid v Traditional HR Policy 

HR policies and practices create ‘important forces that shape employee behavior and attitudes’ (Robbins and Judge, 2013). Those adopted by NCC and Starbucks are compared in the context of hybrid and traditional environments, particularly employee engagement, performance management and diversity. 

3.1 [bookmark: _Hlk161259830]Employee Engagement 

NCC employee engagement is based on the four enablers of engagement (MacLeod & Clarke, 2009), developing a best practise model[footnoteRef:4] designed on virtual engagement, communication and team building activities, making best use of technology, to build cohesive teams, improve employee enthusiasm and performance, and minimise isolation for hybrid workers (Albrecht et al.,2018).  [4:  Appendix 2: NCC CIPD Excellence (Wood, 2024)] 


Starbucks, retail staff are supported with a ‘hybrid’ mix of strategies for engagement in order to maximise outcomes including face-to-face interactions, team building activities, focus groups and virtual sessions help create a strong sense of camaraderie amongst its teams. However, this can be hindered by rigid operating hours and inflexible working arrangements. 

3.2 Performance Management 

Delery (2009) claims effective HRM systems are critical to achieve elevated levels of organizational performance’. NCC performance is managed through regular check-ins (face-to-face and virtual), is determined using outcome-based metrics, a move from being based on office presence. Managers use ‘Employee Self-Service (ESS)’ to manage and track performance, feedback and development.  While this system is effective for supporting hybrid worker contributions to organisational success; there are ongoing issues with establishing a fair and standardised performance measure and dealing with the balance between flexibility and accountability and being output and outcome driven.

Starbucks performance management strategy for retail staff is set out in their ‘Green Apron’ book containing Starbucks values and behaviours (Delery and Doty, 2009). Performance metrics are based on achievement of organisational values, and measured using 360-degree feedback from supervisors, peers, customers and co-workers. Key issues include feedback being reliant on subjective judgements or biases, leaving employees feeling undervalued and subject to the whims of customers.  

Employee performance across both organisations is critical for achieving organisational outcomes. While hybrid and traditional models may require slight variances in the HR strategy adopted, both organisations use rewards or compensation to encourage performance improvements, whether through talent management, development and promotional opportunities or financial benefits (Doty and Delery, 2009). 

3.3 Diversity and inclusion

Diversity and inclusion are highly influential factors on HR strategy, particularly following the pandemic which saw a wave of social mobility and increased diversity. 

A key NCC objective is for a workforce representative of the community (Strategic Equality Plan: 2022-2024). HR policies are designed to achieve this through positive activity   including targeted vacancies to underrepresented communities, inclusive recruitment processes, improved equality and pay gap monitoring. Hybrid working policies also take into account cultural or religious needs, supported through flexible working arrangements and virtual platforms. However, the lack of physical presence in the workplace can present disparities in visibility and access to progression or promotion.  

Starbucks key business goals include a more diverse employee profile. Company values are based on ILO Core Labor Standards (ILO, 2022), including rights to non-discrimination and equal pay; HR policies; local compliance; and a philosophy of fair employment, empowerment and retention (Kesti & Syvajarvi, 2015). Face-to-face interactions with employees can foster inclusion for employees and customers, but, this positive benefit can be limited to geographical locations, and is subject to the removal on unconscious bias during recruitment. 

4. Developing HR Strategy 
4.1 The Role of Technology and AI on HR Strategy

Technology and AI can reshape HR strategy for hybrid and traditional work environments in a number of ways (Tambe et al., 2019). Traditional workplaces generally adopt technology and AI for recruitment and onboarding; performance management and employee engagement; automating tasks for process efficiency; informing data driven insights and decision making; and enhancing compliance through AI monitoring of the regulatory environment, which is of particular relevance for Starbucks global positioning. 

Hybrid environments utilise virtual collaboration; remote performance monitoring and adaptive learning; seamless communication and collaboration amongst teams; real time tracking and monitoring of performance promoting accountability and transparency; and training programmes based on individual learning goals. 

NCC’s Digital Strategy (2023-2027) proposes increased use of technology, Robotic Process Automation (RPA) and AI. Microsoft Teams, Co-Pilot and ESS system and Chatbot are some of the technologies being utilised. For Starbucks, their retail workforce uses a range of technology such as ‘Deep Brew AI (Article – Hyperight, 2021), digital app and web-based platforms, as well as virtual technology for employee engagement and training systems. 

Both environments would benefit from greater AI automation while taking into account the organisational differences and potential issues around data protection and ethical considerations. Chatbot or virtual assistant functionality could be introduced to assist remote support, improving capacity and accessibility of the HR teams; AI tools could also be used to help analyse and predict HR trends such as turnover, attrition and skills gaps facilitating a more proactive approach to recruitment 
(Nawaz & Gomes, 2019; Ore & Sposato, 2021).  

4.2 Recommendations for HR Strategy

The analysis of factors currently influencing NCC and Starbucks has identified opportunities for both organisations to address these through HR strategies:  

4.2.1 NCC – with over 70% of the workforce working remotely, a significant number of employees are vulnerable to the negative impacts of remote work; namely social isolation, burnout, anxiety and higher levels of stress (Debouk, 2020; Bloom et al., 2015; Davis and Green, 2020). Introducing new mobile HR management technology, such as that developed by ‘BrightHR’ could transform clocking in, scheduling and real-time recording of hours worked for remote workers, improving both employee and performance management.  
4.2.2 NCC Digital Strategy aspires to build on its current use of technology and AI. The workforce saw a huge culture change moving from face-to-face meetings and interactions to virtual platforms. In a survey of 1,000 remote workers, over 40% felt exhausted from participating in too many video calls (Robinson, 2020). Introducing more technology at too fast a pace could lead to ‘technostress’; to avoid this, NCC should develop HR strategies on technology and AI, including training to develop digital skills. 
4.2.3 While Starbucks retail employees are a valuable tool in improving diversity and inclusion for the organisation, Bhushan Sethi (PWC’s People and Organisation Leader) suggests companies with both remote and hybrid workers, risk creating an ‘us versus them’ culture, increasing potential for discrimination in the workplace. Developing a cross organisational engagement strategy could reduce the silo working culture and improve organisational performance. 

5. Conclusion

Managing people in hybrid and traditional environments is a complex task for HR departments, particularly within the constraints of internal and external challenges.  Successful HR strategies for both NCC and Starbucks involves a balance between the unique characteristics of a public sector organisation and global company; consideration of HR concerns of employee engagement, performance management, inclusion and diversity; and innovation in the use of technology and AI to observe the benefits it could deliver in terms of supporting organisational success.   
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Performance Review & Wellbeing HR app for NCC

Overview:  
Employee Self Service (ESS) is the current interface for employees to access their employment details, pay, annual leave, flexi, and performance reviews, but access is currently limited to desktop only.  
Having some, or all, of this functionality via an app, including interface with other council systems such as Microsoft teams for virtual meetings; and Microsoft Co-pilot for scheduling and recording meetings; would make support and development more accessible.  

An app with this functionality, would also align with the current hybrid model of work adopted by NCC, and could link through to corporate objectives and values. NCC has a diverse workforce, also working from multiple locations and environments. This technology would positively benefit employee relationships with Managers and HR.  

An overview of the app we are proposing for NCC, along with how it would align with ‘Moments that Matter’ is set out in the table below:  

	Functionality 
	Moments That Matter e.g. 
	Outcome/Benefit 

	Manager can set goals for the team/service/organisation which aligns with the annual service plans, People plan and corporate/strategic objectives. These could feature as pop ups to reinforce key messages. 
 
	Goal Setting 
	Employees have increased visibility of service and organisational values and goals, contributing to organisational success.  

	Employee can record employment/wellbeing needs, goals, learning & development via app  
	Goal Setting 
 
	Employee has more access and control over their development, which can be discussed in both formal and informal environments, and raises profile of CPD in the workplace 

	App provides manager and colleague accessibility via virtual appraisal or review sessions, wellbeing check-ins or informal meetings - multiple options/devices enhances accessibility, aligns with hybrid model of work and organisational goals  
	Continuous Dialogue 
	Real time access to employee date and organisational objectives – improved employee relationships with teams and managers 

	Employees can choose to receive notifications and reminders about important events, deadlines, and opportunities, such as performance reviews, learning courses, or reward programs. 
	Supporting Technology 
	Employee access via app to personalized and relevant information about their position, pay, career development, benefits, wellbeing, and recognition at any time and from any device. 
 

	Managers can access tools and resources to help them coach, motivate, and retain their teams, as well as monitor and report on their performance and feedback  
	Holistic Evaluation & Continuous Dialogue & Rewarding Success 
	Awards/prizes for achievements to recognise career development/employees can also feedback on training to improve future learning outcomes.  
 
Increased employee retention, productivity, and performance, as they have access to information and opportunities that enhance their career development, wellbeing, and recognition. 

	Once activity e.g. review/goal setting is completed, this gets logged/stored into app and is part of the employee development record,  
	Holistic Evaluation & Supporting Technology 
	HR leaders can use data from the app and analytics to identify trends, gaps, and areas of improvement, as well as design and implement solutions that address the specific needs and expectations of their employees 
 
Reduced HR costs and inefficiencies, as the app streamlines and simplifies HR processes and policies and allows for more informed and targeted HR investments and interventions. 

	The app could also have a chat room functionality for staff to feedback on support, to HR, or ask a question. 
	Recognising Progression & Holistic Evaluation 
 
	Provide feedback and ratings on their experiences with HR services, processes, and policies, as well as share their ideas and suggestions for improvement.  
Improved employee perception of and relationships with HR, as they feel more valued, supported, and engaged by the HR function and its offerings. 
 


 
The benefits for Newport City Council?  
According to a report by Deloitte (2019), implementing a mobile app for HR services can have multiple benefits for organizations and employees (as outlined in the table). The report suggests such an app, could serve as a one-stop shop for HR-related needs such as learning and development, feedback and recognition, wellness and benefits, compensation and rewards, and career planning. Developing an app with this functionality could also facilitate communication and collaboration among employees and managers, as well as providing data and insights to HR professionals and leaders, also yielding internal benefits in terms of productivity, engagement, and culture. 
 
 How this relates to the moments that matter  
The app would support employees throughout their journey with the organisation, from their first day through to retirement. The app could enhance employee experience by providing real time, relevant information, motivational resources, and opportunities at all stages of their career and aligns with all the key ‘Moments that Matter’ (PWC, 2022). 

The app could also help with career development and progression, by offering employees tailored and personal learning and development opportunities based on their skills, interests, and goals, as well as the team and organisational goals. Employees could access feedback and recognition from their managers and colleagues, benefitting from improved flexibility and access to formal and informal performance discussions, tracking progress and achievements, planning their career paths, and developing improved relationships with HR and Managers through this new interface. 
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Appendix 2: Newport City Council CIPD Excellence

Module: BMMB7025D
Employee Engagement and Performance Management
[bookmark: _Int_5Nll884J]6.0: What's your story
Kate Wood
In 2023, Newport City Council identified the need to improve employee engagement following the pandemic and the introduction of hybrid working. Based on the MacLeod Report (2009) and using the four enablers of engagement including strategic narrative, engaging managers, employee voice and integrity (MacLeod & Clarke, 2009), the Executive Board agreed to implement a new annual employee engagement cycle[footnoteRef:5] to demonstrate the value and importance the organisation places in its people to achieve success (MacLeod & Clarke, 2010). Engagement activity introduced included directorate and service area events, an employee engagement survey, and an employee conference. The HR team supplemented this further with additional activities[footnoteRef:6] to increase employee engagement and accessibility, including making the staff conference a virtual event; using employee voice practices through digital platforms to develop new employee values and behaviours; and developing an employee Christmas advent calendar with daily messages through December, with leadership contributing to all engagement activities to maximise success (MacLeod & Clake, 2021). [5:  Appendix 1: Newport City Council Annual Engagement table]  [6:  Appendix 2: Engagement Activity & Benefits] 

[bookmark: _Int_PLUuiaGi]Samantaray at al., (2024), in the article ‘Enablers and Outcomes of Employee Engagement’, note ‘engagement depends on the enablers that provide an appropriate environment and act as pillars for its growth and development’. The Newport City Council example of positive employee engagement has been shortlisted for the ‘Best In-House Team’ category in the CIPD Wales awards 2024, which recognises a ‘HR team that has partnered with the business to deliver value through people initiatives and practices’ (CIPD Wales). 
[bookmark: _Int_isUus5wJ]Additional benefits of this new approach to employee engagement are increased levels of energy, enthusiasm, performance, and sense of pride which contribute to the success of the organisation (Albrecht et al., 2018), which is of greater importance for the public sector during this period of austerity (MacLeod & Clarke, 2021).

Word Count – 300
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Appendix 1: Newport City Council’s Annual Employee Engagement Cycle
	Date
	Activity
	Detail
	Leads
	Enabler of Employee Engagement

	January/February 
	Directorate Roadshows 
	Whole Directorate meeting to
discuss Council wide updates
	Director & Heads of Service 
	 Strategic Narrative

	April/May 
	Service Area Roadshows 
	Service area business and Council wide updates
	Head of Service 
	Strategic Narrative and Engaging Managers

	May (prior to staff conference) 
	Staff Survey
	Lead into staff conference
	Chief Executive/OD 
	 Employee Voice

	June-Aug 
	Staff Conference/Awards 
	Update on Corporate Plan 
Share key messages from across the organisation
Celebrate success 
	Chief Executive/ Directors 
	Strategic Narrative and Organisational Integrity

	November/December  
	Service Area Roadshows 	 
	Service area business and Council wide developments 
	Head of Service 
	Strategic Narrative and Engaging Managers


Appendix 2: Table of Engagement Activity & Benefits
	Activity
	Approach 
	Innovation

	Virtual Employee Conference 
	· NCC 1st virtual conference in July 2023: choice of 15 sessions including employee awards. 
· Clear and engaging employee communication before & after. 
· Technical requirements including Eventbrite for booking.
· Senior leader involvement 
	Live recording and highlights video shared with employees via electronic booklet with links to sessions. 

Employee communication, logistics and delivery of the conference were virtual – supporting travel and environmental organisational goals.

Almost double attendance recorded compared to previous face to face conferences.

	Employee Christmas Advent Calendar
	· Bespoke CIPD course Nov 2023 – using technology in people practices.
· Promote employee networks, messaging around employee wellbeing and support initiatives & Recognition of achievements.
· Guidelines for video production, senior leadership visibility, unique productions for each day through a cloud-based platform.
	Cross organisation participation with HR supporting services to use technology in a new way and identify the most important messages to be shared. 

Videos shared positive outcomes and thanked individuals and teams of employees for their hard work, demonstrating of organisational integrity.

100 employees appeared in videos with over 9,000 views recorded

	Developing New Employee Values
	1. Corporate and People Plan objective for new employee values, May 2023.
2. Staff engagement including online surveys, manager network events, live interactive software, focus groups (face to face and via Microsoft teams).
	Use of HR practices, which were innovative for the organisation, employee voice was heard and recorded, using digital resources, and decision making was based on ideas and suggestions received through HR led activity.

Workforce positivity: strengthened psychological contract of employees and demonstrates power of employee voice. Values will include employee awards, new e-learning, onboarding modules & management practice.





Appendix 3: PESTEL of the External Factors Influencing HR Strategy

	POLITICAL
	ECONOMIC
	SOCIAL

	
Climate Change Agenda: 
There is pressure on both organisations to reduce carbon footprint (Rastogi & Trivedi, 2016). Both organisations could achieve this through reductions in office/retail spaces (Vyas, 2022 & Novgt, 2020) and either moving to a hybrid environment, or increased use of technology to meet the challenge.


	
Energy Pricing: 
Post covid-19 has seen economic implications arising from energy demands, forcing both organisations to consider their approach to service delivery while meeting service demands. 
	
Social Mobility: 
May 2020, during the global pandemic, we saw a third of the global population being forced to work from home and engage in a new world of work (Liam and Yoon, 2020). NCC and Starbucks continue to evolve their HR strategies to keep pace with employee demands and technological developments. 

	
Sector specific regulations:  Regulations could change, incurring costs for organisations and forced changes to business delivery models & approach to HR strategy (Tambe at al., 2010)
	
Global economic situation: Demand for goods and services, costs of manufacturing and production, scarcity of labour and consumer power (Grant, 2019), has forced both NCC and Starbucks to reconsider business models, hiring budgets and workforce plans both during and post pandemic (Vyas, 2022).
	
Societal Attitudes & Beliefs: 
Changes in attitudes, values, beliefs, cultural expectations, can influence employee behaviour and consumer demands. Both NCC and Starbucks are required to focus HR strategy on diversity and inclusion initiatives, and wider policies ensuring diverse needs are met. 

	
TECHNOLOGICAL

	ENVIRONMENTAL
	LEGAL

	Infrastructure reliability:  Infrastructure downtime presents a significant operational and cost impact for organisations. Starbucks point of sale system refresh in 2015 resulted in a massive outage and free drinks for its customers costing millions of dollars (Soper, 2015). In March 2024, Sainsbury’s contactless payment system experienced a software glitch after a failed update caused massive back lash from its customers (Butler, 2024). NCC and Starbucks could fall victim to this, as both companies have a reliance on digital technology for service delivery. 
	Greenhouse Emissions:  
Post covid and in the efforts to reduce the carbon footprint, Murray (2021b) and Molla (2021) predict the working population will move from bigger cities in favour of remote work in more regional areas, potentially reducing vehicular travel and greenhouse emissions. This ongoing shift towards remote work could result in substantial benefits for the environment but poses challenges to both NCC and Starbucks who need to monitor the demand and impact on staffing and service delivery adjusting HR strategies accordingly.  
	Employment Regulations: Legal constraints on local and national HR policy on recruitment, training, H&S, discriminatory practices and remuneration (Tambe et al., 2019). Equality of pay and working time regulations are just two examples which determine HR strategy for both NCC and Starbucks. 

	Technological transformation: Technology and AI is used to operate, communicate and support employees in an environment where the landscape is quickly and constantly evolving (Deloitte, 2019). Rapid integration of emerging trends like automation and AI would require both NCC and Starbucks to build on their existing technological capabilities while implementing new tools, training and HR policies to support their workforce in maintaining digital competence (Article - Hyperight, 2021).
	Global Health Crisis: 
External factors like Covid-19 pandemic can require rapid and widespread changes to service delivery for both NCC and Starbucks. HR needs sufficiently flexible strategies to effectively manage this change, support remote teams, maintain employee engagement, and address associated challenges around employee health and wellbeing.
	Regulations & Compliance: Changes in employment regulations and industry specific compliance demand HR policies and practices support organisational activity. Both NCC and Starbucks operate in complex legal environments with legal factors shaping their operations, such as minimum wage legislation requiring HR strategy to meet the evolving demands this places on organisations when striving to achieve strategic goals.  
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