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[bookmark: _Toc71322968]EXECUTIVE SUMMARY


This article has been written for academic purposes, to investigate the ongoing strike action of British Gas engineers since 2020, to date. 
The protracted negotiations between Centrica PLC and the GMB union.  The union has accused Centrica of ‘bullying’ its 20,000 strong workforces into accepting contracts of employment that they deem inadequate.  
The dispute has been ignited in a nationwide response to Centrica’s ‘fire and rehire’ plans.
This report will look into the challenges of Centrica’s negotiating skills in finding, and the impact of the actions and decisions made, on the British Gas employees, and what it means to the wavering but loyal customers.  
The strength of employment law.  Has Centrica followed guidance to make changes to employee contracts?
This article will also discuss employee engagement and the implications of changing contractual employment terms.
Investigating methods and tools for Human Resource Management and its importance in the working environment with the pressures and the impact of the external environment. 
Evaluating human resource management (HRM) and its effectiveness in contributing to the constant development of quality and expansion. 
Sustainability issues, how important are they? From an ethical, environmental, and international viewpoint.
 Findings:




 




[bookmark: _Toc71322969]INTRODUCTION
[bookmark: _Toc71322970] HAS YOUR LOYALTY EVER BEEN REWARDED BY A ‘FIRE AND REHIRE’ SCHEME? USING TACTICS TO IMPOSE NEW TERMS AND CONDITIONS?  BRITISH GAS STRIKE ROW!

British Gas faces strikes over pay conditions row.  The unsettling undercurrent amid British Gas engineers is dependent on being balloted over possible strike action over the Christmas period.  
According to (News, 2020) GMB union members will vote in their thousands on industrial strike action, which could bring about a result of gas engineers leaving customers with broken boilers over the Christmas holidays. 
The vulnerable and the elderly are exempt in this critical period, where British Gas owners Centrica battle to convince their workers and the union that the new ‘fire and rehire’ strategy is the best for all concerned, by re-negotiating contracts. (News, 2020)
When is a strategy worth using and in what situation? The article will look at Centrica’s challenges and that of the union GMB who supports the gas engineers in their plight.
There is always an impact on decisions made and the action taken.  Employee loyalty and how you are rewarded.
The article will look at what measures should be taken to encourage employee engagement and what it means to change contractual terms of employment. There are various tools and methods for (HRM) to validate its importance in the world of the working environment and how to deal with the pressures and impact of the external environment.
Looking at how the influence of trade unions, has waned over some time.  Is (HR) professionals still an important addition to the workforce today?
According to the Chartered Institute of Personnel Development (CIPD), there is according to  (policies HR, 2021) some value of (HR) management.
This article will look into (HR)’s involvement in the British Gas strike and how it is supporting the workers. To agree on a satisfactory settlement that will protect the engineers and their livelihood.
What are the drivers of change? Finding the engine that drives people in your organisation.
Is it time to omit organisational silos that can destroy the progress of an organisation?  Diversity and equality from an (HR) perspective.
Sustainability, how important is it, from an ethical, environmental, and international viewpoint.



[bookmark: _Toc71322971]BRITISH GAS STRIKE, WHY ARE THEY STRIKING?

This dispute erupted because: British Gas want to ‘fire and rehire’ their workers.  An article by (Ambrose, 2021) re-confirms the action will affect the whole company made up of a 20,000 strong workforce however it is the 7,500 gas service engineers who are responsible for carrying out repairs for 3.6 million customers who use the services of British Gas for the servicing and maintenance of their products.  The harsher terms of the revised contracts will take their toll on their livelihoods.  
British Gas’ parent company Centrica has reacted to the obvious profit losses where they plunged by 31 percent, according to (English, 2021) profits have dipped to £447million.  Initial cuts have been unable to recompense for the impact, from gas customer defaults and the broader hits of Covid-19.  It retained  £1.6billion of impairments and pension costs.  This has led to the main battle with unions.
Looking at why people strike and how disputes are managed in an organisation, will (HRM) be able to support employees?
A strike can be defined as a refusal collectively agreed by employees (Britannica, 2011) goes on to cement this statement by adding, strikes arise for many reasons, although the principal reason is in response to economic circumstances.
Centrica chief executive, Chris O’Shea has said a complete overhaul “has only just started.”
With more than 3,000 jobs gone by the end of 2020, underneath a plan for cutting costs that will see 5,000 job roles cut!
[bookmark: _Toc71322972]British Gas Engineers Downed Tools Again! On Monday 26th February 2021
It is evident, the pandemic has caused many companies and organisations to make changes that reflect the current business issues in the external environment.  Centrica is no different in its plight to win back customers and cull the workforce.
[bookmark: _Toc71322973]Legal Implications

Employment law plays a major role in regulating the relationship between employers and their employees. (CIPD, 2020) 
The (CIPD) goes on to state that, under the Employment Rights Act 1996 an employee is an individual who enters into works under a contract. (CIPD, 2020)
Centrica delivered the statutory HR1(an advanced notice to the Secretary of State),  that an employer is intending to make twenty or more employees redundant, and s188 (a standard letter sent to elected employee representatives and a recognised trade union, in this case,  (GMB) to specify their duties and roles in the case of proposed collective redundancies and their obligation to consult under the Trade Union and Labour Relations (Consolidation) Act 1992( section188). It is suggested that British Gas has followed employment law to make changes. 

[bookmark: _Toc71322974]Impact of Change – Employee Engagement

The impact of change, in the case of Centrica, has shown itself in the form of a strike and ongoing disputes, as Centrica’s reaction to falling profits and the loss of customers wanting their products.
British Gas workers, according to an online article by (Webber, 2020), Centrica wants to make changes to pay, terms and conditions.  This is necessary as a central element of a restructure to become a more Customer-Focused Model organisation.
A spokesman for Centrica has outlined the reason for a new strategy and said “we know change is difficult and we are doing all we can to support our people – we urgently need to act now to win back customers, grow our company and protect more jobs in the long run” as reported by (Webber, 2020).  
[bookmark: _Toc71322975]A Systems Model of Change

According to (Kinicki & Fugate) forces of change begin with factors that originate outside the organisation in addition to factors that originate inside.  (Kinicki & Fugate, 2012)
By looking at the external forces that have driven change, Covid -19 pandemic, Centrica focused on their prime issues, one being to retain customers.
There are two ways to source the systems model.  It is likely to assist during the strategic planning process. 
The model can be used as a diagnostic framework to define the causes of organisational problems and to propose solutions. (Kinicki & Fugate, 2012)
Figure 1 
Target elements of change
[image: ] 

Source: (Kinicki & Fugate, 2012, p. 17)
Systems Approach, built on the idea that any change, regardless of how big or small, has an effect that cascades throughout an organisation or gives the visual perspective of organisational change. (Kinicki & Fugate, 2012)
[bookmark: _Toc71322976]Lewin’s Change Model

As a comparison, Lewin’s Change Model recognises, change is critical for organisations to develop in a highly competitive business environment.  (TalibHussain, et al., 2018) 
 Kurt Lewin’s three-step change process – (organisational change model),  reflects significant changes in the implementation of the change process.  Kurt Lewin’s model is deemed as the initial planned changed model clarifying the brutal forces to uphold the current situation and push for change. (2018)
British Gas and parent company, Centrica’s goals have complied with a Governance Framework, 
Governance permits professionals of the project to perform their responsibilities by defining the limitations of authority and forming effective growth routes for matters and requests of change.  Noble governance similarly calls for the responsibilities and roles of the team in addition to the broader stakeholders to be defined clearly.
Governance delivers confidence to the board of trustees/directors that the certified investments in programmes, portfolios, and projects are being managed well. (APM, n.d.)
[bookmark: _Toc71322977]Why Centrica Sought Change
Centrica recognised the financial impact the Covid-19 has had and added to the cause for change. 
According to the strategic report (2018; plc), Centrica is now at the second phase of the transition into a customer-facing, services, and international energy company.  Centrica unveiled its strategy in 2015 and began to demonstrate the transition.  Services and propositions are becoming increasingly digitised and additionally decentralised and are fixed on sustaining the changing needs of their customers while helping to reduce their carbon footprint.  
The authors (Kinicki & Fugate, 2012) believe that Lewin’s Change Model, theory contributes to change development, by facilitating the implementation and initiatives for changes in leadership in multifaceted organisations. (2012)
Following Centrica’s decision to make changes, this model could be appropriate with the three aspects it conveys;
Unfreezing – Focus is to build the motivation to change.  
Start by disconfirming employee's present behaviours.
Changing – provides employees with new information and behavioral models, new technology to get the job done.
It can be aimed at improving growth, or problem solving, low productivity, or poor customer service. (2012)
Refreezing – By helping employees, change is stabilised the integration of changed behaviour solidified into the new normal.
Employees have the chance to demonstrate new reinforced behaviours.
Employee engagement has been the main focus for organisations and senior executives (Anon., n.d.) in the fast growth of the economy leaders acknowledge having a high-performance workforce is vital to survival and growth. It identifies that an effective workforce can escalate productivity, survival and reduce costs that relate to hiring and firing, while retentive in the competitive talent market.
Although (Kular, et al., 2008) supports the view above, despite this, (Kular, et al.) emphasises that there remains a scarcity in the literature on the topic of employee engagement. 
 In addition, the analysis also highlights issues and gaps that have not been investigated so far, for example, the deficiency in predictors of engagement and whether interventions, for instance, training managers, in effective communication could aid engagement.  

[bookmark: _Toc71322978]THE EMPLOYMENT RELATIONSHIP 

Employment relations serves the purpose of establishing rules and regulations combined with agreements to standardise employment relationship.  It is concerned with, how to gain employee commitment in achieving business goals and objectives, changing attitudes to effectively manage change. adapted from (Gennerd & Judge, 2012): lecture slide 3)
On a broader spectrum the two approaches: The Legal -  Recognised when you sign an employment contract, that seals the contractual relationship.
The Psychological Contract – there are quite a few that argue the relationship has more to it.  As an employee, you care about the business, you put effort into it, however, is there a chance the employer perceives the same about you,  to train you, to trust, to respect you.  (2012)	
This can not be quantified, below are some responses to the British Gas strike and the psychological impact on how they have been treated.
“ You can’t stomach what they actually want to offer us.”
“…I’ve worked for this company for fifteen years and I used to be proud to work for this company.” (Ali, 2021)
[bookmark: _Toc71322979]INTRODUCING HR POLICIES – Is There a Need?

Human Resource (HR) policies play a vital role, according to (CIPD, 2020) in reassuring cultures of fairness, inclusion, and trust by defining the responsibilities within the relationship of the employer and employee.  They can impact an employee's motivation, the reputation of the organisation, and its ability to appeal to and retain skilled workers.
When policies are introduced they can uphold the behaviours and attitudes needed to maintain performance, which in turn creates benefits that are mutually aligned for the organisation and employees.
HR policies can increase the speed of decision-making by making sure the guidance is clear and available that cover a variety of issues.  HR policies help to avoid participation with employment tribunal claims, by guiding managers with information that reflects regulations.  

[bookmark: _Toc71322980]HR Strategies

External pressures have forced human resource management (HRM) to change. 
“The art of progress is to preserve order amid change and to preserve change amid order.”
-Alfred North Whitehead
(Group, n.d.) External forces are a section of any business or organisation that may ignite change. The PESTLE analysis is a tool that determines your organisational ‘fit’.  
There are some forces that an organisation may face and how (HR) supports a business.  
Political – Government constraints influence change into organisations.  At times, it can be as simple as a minor adjustment in the minimum wage, or as intricate as restrictions governing impartial competition in business.
Economical – During the 2008 recession, people lost their jobs and made cut-backs in spending.  These are instances that had a profound impact on businesses. (Group, n.d.)
In the case of Centrica, they recognised that their competitive advantage was marred by the competiton of self employed gas engineers, who are able to under-cut Centrica’s prices and appeal to the customer.  
[bookmark: _Toc71322981]APPENDIX 1. 
(HR) PESTLE ANALYSIS
Human resource (HR) can support these areas by formulating strategies, managing change, employee engagement, performance management, and rewards to develop a flexible organisation. (Lecturer, 2021)
Human resource management supplements the organisational groups.  According to (Bradley, 2018) (HR), management is strategic, the human resource function bonds to the organisational objectives and that are strategically allied to the organisation and so it boosts the performance.  A strategy that lends itself to an organisation's mission statement increases its competitive advantage.





[bookmark: _Toc71322982]Human Resource Models
[bookmark: _Toc71322983]Goals of HRM – (Guest,1997)
(Price, n.d.), has based his research on, David Guest’s Human Resource Management. 4th Ed.  Guest’s HRM, The model is prescriptive in the case built on the supposition that (HRM) has a distinct difference as of traditional personnel management, that stems from strategic management. 
Guest acknowledges however the idea of commitment is not straight forward and the relationship amid high performance and commitment is not easy to form, there is an approach that flows, that sees strategy underpin practice that leads to a variety of outcomes.  (Price)
David Guest’s (1989, 1997) 6 dimensions of analysis: HRM strategy, practice, outcome, behaviours, and financial, has not altered very much over the years.
[bookmark: _Toc71322984]Storey’s Model

(Josephine, n.d.) John Strorey saw Human Resource Management ( HRM) as a caring approach to employment management, the ‘Soft Approach’  Storey put importance on commitment as opposed to compliance. Storey, also recognised human capability as what distinguishes organisations, as the model is founded on four mechanisms, Strategic Quality, Managers Role, Key Lever’s and Beliefs.
Empirical research (Storey 1987; and upcoming) (Storey, 2015) does reveal an extensive amount of attention in Britain’s major oganisations to each of the key elements Appraisal, Development and rewards.  Therefore the rise in conducting tests with psychological assessments for staff and managers.

[bookmark: _Toc71322985]Urich’s Three-legged Stool

(Shingal, 2017) The Ulrich Model was developed to perform and regulate the function of the human resource department. Ulrich makes known that organistions or businesses on a large scale should group (HR) functions into three subdivisions.
The principles that surround the Ulrich Model are: to generate an integrated structure that brings value, defines clearly distinctions or roles for Human Resources, form a competitive edge for the organinsation, and make it measureable to reflect the performance using analytic data.  The system is not perfect, however, it provides a firm benchmark for organisations.




[bookmark: _Toc71322986]HOW CENTRICA’S DELIVERS (HR) HUMAN RESOURCES

If Centrica were to use Ulrich’s Three-Legged Stool  Model, three key areas need to be addressed to make a good organisational fit.  
1. HR Business Partners, Generalists who work alongside line managers.
2. Shared Services, This covers administration, payroll, recruitment, and benefits.
3. Centre of Excellence, Strategic policies and procedures are developed. This ‘leg’ as it were may include an employment relation specialist who manages relations within the organisation.  Reward specialist and legal staff, people who are skilled in certain areas.
According to Centrica’s strategic report: under Strategy, Centrica is focused on helping customers to live more simply, affordably, and sustainably.  Centrica goes on to say: they want their colleagues to have a sense of safety, to have work-life engagement, and rewards.  Centrica, reward their ‘people’ impartially, this comprises of paying the Living Wage in the United Kingdom (UK) and the continuance of equal pay. (Centrica, 2020)
Student (1604710) wanted to insert some primary data, in this academic report to reflect the environmental pressures that businesses are experiencing due to the pandemic. A questionnaire was constructed to answer and compare the differences between large and small organisations and how employee and customer relations were managed.
The company Stan Kelly & Co Ltd, a firm of chartered certified accountants, business and tax advisors, based in London, UK (United Kingdom).  
Stan Kelly & Co, take pride in offering personal, friendly service, that is tailored to individual needs.  Their company focuses on advising family-orientated companies.  A client has the option of personalised visits, which adds value and the ability to gain a better knowledge of their business.  
Appendix 2. Stan Kelly Questionnaire
To elaborate on the responses to the questionnaire, the organisation has more flexibility to change HR practices more rapidly.  Stan Kelly & Co lends to a contemporary model of human resource, with Prescriptive undertones of a business model. If Stn Kelly & Co were to align their business strategy with the Ulric Three-Legged Stool Model, it could be at an operational level rather than strategic in the terms of incorporating standard operating procedures, rewards, and recognition.
Concerning the relationship of whether Human Resource (HR) practices are beneficial to small organisations is a debatable argument,  author (Rauch, 2011) focuses on the viewpoint of  Cardon & Stevens,  that studies show human resource practices in small organisations is more informal less sophisticated than in larger companies.  (Cardon & Stevens, 2004) small organisations are a unique framework to study for human resource management (HRM) as rarely do small businesses have an (HR) department with sub-divisions, traditions, and practices.  (Rauch, Frese & Utsch, 2005)
[bookmark: _Toc71322987]SWOT – Analysis
Centrica’s SWOT analysis 
Their Strength is manufacturing pigment and dye, of which they export 80% of the product.
A Weakness is that they have been substantially over-staffed in the past five years.
The Opportunity to develop training programmes, that will help to maintain competitive advantage.
Financial, Threat of recession in (UK) and other parts of the world is a major threat.


[bookmark: _Toc71322988]UNIONS, GMB & CENTRICA

Conflict resolutions have a personal or legal consequence.  (Burton & Dukes, 1990)  states, to understand what conflict resolution means, it is useful to know what conflict about. There are different definitions on the subject of conflict, however, it is conveyed as an open confrontation between two different groups. 
 Organisational change and culture, there is a clear connection and this cements the benefits the business, stands to gain, when it comes to organisational success.  (1990)
Management of staffing objectives, working conditions, training, and dispute resolutions, and the impact of decisions made at board level and filtered down through the organisation. 
Negotiating and bargaining is a skill in the resolution of conflict.  
Negotiating is an ongoing ‘art form.’  Its core is cleverly cunning, the creation of human inventiveness.  (Argyle, 1981) 
GMB is a trade union for the people, with over 620,000 members from all walks of life.
The GMB union has supported and represented Centrica's employee’s throughout the strike. Making changes to an organisation that results in strike action or disputes as in the case of Centric and the GMB  union is impactful and has been going on since 2020,  profits, morale, and employee engagement are affected when the idea of a resolution seems far away.  
Employment Engagement, Centrica appointed an Employee Champion Joan Gillman, to be the voice of the employees, who later resigned. 
This action leaves employees lacking confidence.  There is a lack of unity in agreeing on new terms and conditions that will meet business objectives as well as work-life balance which the gas engineers.  BBC News   (News, 2020)  Centrica believe that GMB’ s ‘mandate is weak’ and they are fighting against change Centric believe this modernisation is needed and will protect jobs in the future, as 83% of employees have already signed the new pay deal.  



[bookmark: _Toc71322989]BRITISH GAS – The Aftermath

In a BBC News update, members of the GMB are upset and angry that Centrica went ahead with the planned change.  It was said that ‘it’s not about the money’ 
The refusal to sign as put by one worker was the feeling of being ‘bullied’ he sat in despair as he handed back his vehicle for work.  (Espiner, 2021)
The influence of trade unions.  The Trades Union  Congress (TUC) strategy to rejuvenate British trade unionism has failed, the alternative, in the present global crisis, the drop in union membership has continued.  (McIlroy, et al., 2013) 
Public and private sectors, when it comes to trade union memberships, there was a slight rise to 3.77million in 2019, (Statistics, 2020)  it appears that over half of its members have been employed for over ten years and over seventy-five percent are over thirty-five years old.
[bookmark: _Toc71322990]FINDINGS

The needs of the company are met when an individual understands the management's methods, as when making changes that are a necessity in the competitive world of work.  Making sure the staff is fully aware of the company’s plans by having a vested interest, therefore they can identify the company’s strategy.  These are lower-level needs. 
The higher-level need is giving staff motivation so that they reach targets and continue to perform at a higher level.  (Ali, et al., 2002)
Outsourcing Human Resource Management – The benefits accoding to the (CIPD)  for this strategy is; an increase in efficiency and a direct line to expertise, however, the challenges surround the loss of resident knowledge and procedures.  
[bookmark: _GoBack](CIPD) goes on to state there are alternatives such as Shared Services;  there is an internal ‘hub’ where the delivery of (HR) can be spread across the organisation, it appears that this is a strategy that a lot of companies are adopting.
(Fox, 2013) Centrica’s new (HR) model is Customer-Centric HR – When (HR) professionals mention customers, they are referring to, employees.  A new shrewd set of (HR) executives are now working with external customers to create and inform of best practices that aid in rewards, training, and retaining employees.
Customer-Centric HR, the subsequent level of human resource management, looking to revolutionise the way companies manage and operate, a profound prediction from (Dave Ulrich)


[bookmark: _Toc71322991]CORPORATE SUSTAINABILITY

Organisations are sustainable, it is advisable to create a positive commitment between employee performance and behaviours to instil long term values of the organisation. (CIPD, 2016) at various levels, initiatives and objectives should be associated with the organisation's strategies.  (CIPD)  an organisation's performance echelons are measured by the management of employees, socially and environmentally alongside financial indicators. 



[bookmark: _Toc71322992]RECOMMENDATIONS

It was found, to keep, Human Resource Management (HRM) department on the top tier of the organisation, is beneficial.
Human capital management strengthens and complements strategic  (HRM)  by way of Clarifying, links between employees and their jobs, strengthing beliefs, focusing on measuring outcomes, Providing supervision on where metrics will report on outcomes.  HRM is seen as the revenue over which human capital is transformed into organisational wealth.

The implementation of reward schemes adds value to your employee's worth and increases retention.  

[bookmark: _Toc71322993]CONCLUSION

Human Resources (HR), will always be an important part of any company, according to (Frue, 2019) the author goes on to say; (HR) departments employ new talent, assessing performance, processing records, and a lot more.  If there is not a decent (HR) system, a lot of
companies are likely to experience difficulty when onboarding employees, dealing with disputes, and sustaining a safe business environment for employees.

Hastings (1993) the symbol of the innovative organisation is a far-reaching decentralisation, strong independence of individuals, expectations, teams, and departments, performance standards that are transparent, leadership that is distributed, removing barriers internally and externally, utilise networking and shared arrangements with suppliers, strategic partnerships and customers. (Tamkin, et al., 1997) 
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[bookmark: _Toc71322994]APPENDIX 1.
PESTLE FOR HUMAN RESOURCE MANAGEMENT
BY: STUDENT 1604710



[bookmark: _Toc71322995]APPENDIX 2.

STAN KELLY & CO QUESTIONNAIRE BY: STUDENT 1604710
1. In regards to COVID-19, how did you implement strategies for your organisation and when did you do it?
2.  COVID has impacted our daily lives, how have you managed your workload with staff working from home and the office?
3.  What measures have you implemented to manage staff wellbeing?
4.  What tools/methods do you have in place for future growth, as there is still uncertainty and the external environment is very unpredictable as we have all experienced?
5.  How do you align training with staff culture, is it ongoing or incremental?
6.  In what way does your organisation champion sustainability, ethical or otherwise?
7.  Customer Value; what does it mean to your organisation and how do you transfer the message to your customers?

RESPONSES
Q1.
· Change at core: Mind-set  rebuilding 
· Re framing our thinking 
· This change permeates all aspects of how work gets done 
· Brings strain on individuals/infrastructure 
· Quickly learnt  new skills of using/hosting virtual meetings /gadgets
· Safeguarding our lives and livelihoods is crucial at this time
· Managing social distancing, wearing masks, sanitizers, temperature taking 
· Survival and coping Strategy – Purposeful Resilience (Up scaled Succession and continuity
· Staff Loyalty and Empathy 
· Clients Retention Strategy 
· IT Enhanced and Optimisation Strategy
· Post  Lockdown , New normal and Next Normal
Q2.
· Set infrastructure procured and optimisation of the systems
· Enhanced connectivity  and telephone lines already in place pre Covid -19
· We boosted our IT  security with our IT partners
· Weekly routine feedback and feed forward of work schedule and flow
· Sharing of information and regular updates on shared portal and drives
· 
[bookmark: _Toc71322996]
APPENDIX 2.  CONT.

Q3.
· Staff safety, Wellbeing
·  Mental Health issues for staff and customers
· New Working environment
·  Change at core; moving away from normal operating ways
· Avoid micro managing of staff

· Regular communication
· Encouraged customers to engage in virtual meetings 
· Employee stress management, regular contact with staff 
·  Psychological support to customers and staff
· E-gym and Personal Training exercises offered to self and staff
· Giving clients renewed ideas about their business and emerging opportunities surrounding their area of interests.
· More clients acquired during lockdown than pre-Covid-19 era
Q4.
· Invest in modern IT and computers framework
· Outsourced IT support back office – Covid-19 partner
· Up to date computers and excellent capabilities
· Invested in adequate accounting and taxation packages
· Regular training for staff
· Off site working capabilities even before Covid-19
· Robust and functional systems back up capabilities (on and off sites
· Invest in more powerful Laptops, data cards VPN
· Any-Desk Connectivity
· Fire walls to meet requirements – online security 
· Procured durable and office grade printer with scanner and network capability and remote printing
· Wireless head phones 

[bookmark: _Toc71322997]APPENDIX 2. CONT.

Q5.
Training was online remotely by staff at their convenience
We had one in house training during the half lockdown return to work in  the office with guided government guidelines on social distancing in operation.
Q6.
· Adapt from old New Normal- through actions,
·  abandon old models without planning for it
· Then  Next Normal- Post covid-19 , after winning the war –new order
· Resilience leadership style 
· Resolve
· Return and Reform
· Re-Imagination 
· Virtual meeting/ conferencing now part of new/next normal workflow process
Q7.
· Online/email,  Telephone
· Supporting customers for applying  for govt help
· Always available to answer questions from staff and customers/ provide continued support
· Checking on customers and assessing impact on business
· Provide regular advices/ support mechanism to customers
Motivating customers who have lost thoughts and overwhelmed
· Staff Communication 
· Customers –regular contact
· Release bulletins as the govt. guidelines to staff and customers 
· Build effective  framework 
· Forge diverse ways of receiving and sharing information
·  To promote retention and adherence of customers 
· Provide zoom platform, with staff working  remotely 
· Encouraged virtual meetings  instead of face to face meeting with customers
· Frequent multi-directional communication that addresses
· Changing efforts and enthusiasm.
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