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(AC1.1)
The impact of the pandemic has seen the delivery market expand with new companies entering the market. People professionals should use insights from the economic market to ensure the makeup of the workforce meets the needs of the organisation. For ParcelCare to be strategically positioned as a serious competitor in the labour market, managers would benefit from undertaking a SWOT Analysis which would provide a greater understanding of the organisations strengths and the challenges faced.  
CIPD (2025) advocate taking a collaborative approach to SWOT, seeking wider viewpoints. Therefore, people professionals within ParcelCare could benefit from working with those in the marketing team for a wider perspective, especially when exploring the employer brand. “An employer brand is the image presented by an organisation as a good employer; a positive brand enables an organisation to become an employer of choice” (Armstrong, 2023, p. 247). 
Attracting and retaining a workforce requires the constant communication of the employer brand, reinforcing the benefits of working for ParcelCare, such as positive culture, rewards, flexibility, security and development opportunities. The delivery market has previously received negative publicity in relation to contracts and conditions of service. In 2016 the BBC reported that Amazon used agency drivers that worked “illegal” hours (hours they weren’t paid for), and they suffered from poor working conditions, more recently in 2021 the Supreme Court concluded that Uber drivers were workers not self-employed and therefore had employment rights.  These issues demonstrate the importance of communicating a positive employer brand and managing the employee value proposition.  CIPD (2025) describes a proposition as “what an organisation stands for, requires and offers as an employer. The psychological contract between employers and workers sets the expectations, beliefs and obligations of the employment relationship.” With this in mind, ParcelCare would benefit from publicising good working ethics and sustainability.  
Perceptions can significantly impact employer brand, capturing the most recent views of prospective employees and those newly appointed via a questionnaire can provide insights into current perceptions.  Armstrong (2023) refers to Glassdoor an employer review site, which may provide a view of ParcelCare from previous employees. Utilising this information would enable managers to understand their weaknesses and develop strategies to secure ParcelCare as the employer of choice.  
(AC1.2)
The CIPD Labour Market Outlook (2025) indicates that the net employment balance has fallen heavily in retail, staffing levels will decrease which is very likely to impact on ParcelCare. Such changes in the labour market will have a direct impact on the people professionals’ strategies for recruitment and retention.
In a tight labour market, an organisation such as ParcelCare could be carrying hard to fill vacancies and have more vacancies available than active job seekers.  The current rising employment costs also dictates resourcing decisions. These include the types of contracts that ParcelCare may wish to engage, such as seasonal, fixed term or agency workers. This would ensure current service demands are met, but the workforce is flexible should the situation change, the organisation can react quickly which ‘Atkinsons (1984, quoted in Taylor and Woodhams, 2022 p.36) identified as External numerical flexibility’ 
In contrast a loose labour market is when there are many job seekers applying for fewer opportunities the emphasis for people professionals then becomes about retention of the most skilled and reliable staff. Poor rates if pay and difficult working conditions are only tolerated during a loose labour market where a high turnover means workers can be easily replaced.
Taylor and Woodhams (2022) state that “a way to maximise the potential of the labour market is to ensure that organisations are flexible”.  Internal numerical flexibility would attract workers of specific demographics that are currently the highest active job seekers. Whilst the ability to work from home may be limited to office-based roles ParcelCare people professionals may wish to consider the strategy of attracting part time workers opting for family friendly shift patterns.  In addition, the aging population working for longer, looking for flexible retirement options. Amazon flex (2025) is a great example of how the delivery industry is changing, their website promotes maximum flexibility in its recruitment, demonstrating its employer brand in working conditions, with a specific type of casual contract and employee benefits. 
Other changes that could impact on the labour market include political, economic and technological developments. For ParcelCare developments in technology can allow greater tracking of parcels, more efficient and up to the minute delivery routes etc, which may make roles more appealing to some with more technical skills.  It may be beneficial to incorporate the positive impact of technology into the employer branding.
(AC2.1)
Workforce Planning is a process that considers the needs and aspirations of the organisation to forecast the staffing levels and skills required to achieve organisational goals, culminating in an action plan for the future.  CIPD (2025c) describes it quite simply as “getting the right number of people with the right skills employed in the right place at the right time”.   
[image: A diagram of a diagram]Armstrong (2023) discusses this further in making a distinction between hard and soft workforce planning.  Hard planning considers the levels of staffing required to meet future demands, whilst soft planning refers to the people strategy, the culture, upskilling and employee experience. 
Workforce planning should be an evidenced based process, ParcelCare would benefit from following the CIPD (2025c) stages of workforce planning depicted in figure 1.1.  During the analysis stages tools like SWOT o PESTLE should be used to gain an understanding of the wider market issues, including all stakeholders to secure perspective. Figure 1.1

The benefits of effective workforce planning for ParcelCare would include a greater understanding of the current workforce demographics, skills set and aspirations, thus allowing decisions on the deployment of resources to be more effective.  Contracts can be developed to suit the needs of both the service and employment market, increasing ParcelCare’s ability to forecast salary costs, attract and retain staff.
Identifying potential gaps in staffing levels, performance or skills, allows ParcelCare to take timely actions to address the issues, such as creating a training and development pathway and a recruitment and retention plan.  Which if effective can lead to motivated staff which in turn leads to greater productivity and reduced staff turnover.  
Workforce planning should be considered in both short, and long-term plans. It could be argued that shorter term Workforce Planning for ParcelCare has a greater importance in today’s fast-paced changing environment, especially with the developments of AI. Although it is acknowledged that it can be difficult to future proof an organisation in which technology can give a competitive edge.
Not forecasting staffing levels or skills required for the future workforce could leave ParcelCare with an ineffective workforce that may not meet the demand for services, or an over staffed organisation that is required to reduce the workforce, in the form of redundancies. Both would impact ParcelCare in costs and drop in sales.  In short aligning the organisational strategy with the people strategy will increase ParcelCare’s ability to remain relevant in a highly competitive market.  
(AC2.2)
Workforce planning relies on evidence-based analysis, to be truly effective the data collected must be accurate to enable sound decision making. To reach the action planning stage ParcelCare must be able to forecast for the future.  This is one of the most complex aspects of workforce development, making predictions in an ever-changing environment.  Therefore, ParcelCare may find Scenario Planning beneficial.  This technique assesses changes and considers ‘what if scenarios’ across several factors such as new technologies, economic changes etc. However, this could lead to several scenarios being put forward. People professionals would need to ensure the scenarios were realistic, and analysis was measured and not overly time consuming.  Managed well this could provide innovative action plans. 
Supply Forecasting can provide meaningful insight for both the internal and external analysis.  Put simply it “measures the number of people likely to be available from within and outside organisation” (Armstrong with Taylor, 2023, p239).  There would be value in establishing an internal baseline of data on staffing levels, skills etc and then exploring productivity, natural turnover, existing career paths, potential development opportunities (skills audit).  ParcelCare may wish to take the opportunity to include consideration of the existing structures and how flexible it is (types of contracts).  With the introduction and popularity of lock boxes that are open 24/7 for delivery and collection there is more opportunity for alternative working patterns which may suit a growing part time workforce. 
Part of ParcelCare’s workforce planning should utilise the existing intelligence within the company. Managerial judgement, as described by Taylor and Woodhams (2022) could be invaluable. Engaging with senior leads to share their expertise, in areas of company, industry and external environmental factors would help secure their buy in for future action plans. ParcelCare’s long standing managers would be aware of patterns in supply and demand forecasting, the seasonality of the service industry, Christmas being the busiest time, with staffing levels at their highest.  Knowledge of large contracts ParcelCare may hold, staff would be familiar with the demand for that company’s product(s) and forecast demand on deliveries.  People Professionals would need to be mindful of any unconscious bias or resistance to change from some managers and decisions would need to be based on current accurate data rather than a hunch or the concept of “that’s the way we have always done it”.  Armstrong (2023) refers to the potential of this technique to be “unscientific and misleading.” However, managed well, this aspect of workforce planning could be invaluable in increasing engagement and the successes of future action plans. 
There is an overarching theme of flexibility and with the fast pace of change ParcelCare could in the first instance focus predominantly on medium to short-term planning.  
(AC2.3)
An effective recruitment strategy is a crucial part of workforce planning, “especially when labour markets are tight.  It ensures the workforce has the relevant skills and abilities for the organisations current and future needs” (CIPD 2024). The recruitment process is also the first employee brand experience a potential candidate may have, it can impact ParcelCare’s external reputation and being able to attract the best candidates.
ParcelCare’s current recruitment approach in advertising all vacancies on the company website is a common strategy. People professionals would benefit in exploring the data in relation to engagement levels. The experience of applying online must be positive, surveying current employees on their experience will give valuable insight into its effectiveness.
Consideration could be given to of a wider media presence by utilising Commercial Job boards such as Indeed, Reed, Totaljobs etc. An advantage for using Job sites, is the wider reach, for the most impact, different types of roles can be advertised on different platforms for example, LinkedIn is synonymous with professional roles, whilst Indeed have a vast reach within the labour market.  Armstrong with Taylor (2023) suggest using one or two job sites and to consider paying for prominent advertising.  In any environment where vacancies with direct competitors will be compared like for like, consequently ParcelCare’s employer brand and employee value proposition must be clearly communicated, again Amazon Flex as previously mentioned in this report is an excellent example of employer branding.    
An alternative is utilising the local job centre, a traditional method to reach the labour market, the benefit being it reaches those actively seeking work. However, this is less likely to attract applicants for the more senior professional posts and not necessarily those looking for flexibility, such as those looking for a second role to top up their income or flexible retirement options, which is ideally suited to the delivery service industry. 
For the selection process, again not one size fits all, the selection process should be tailored to the skills required for the vacancy. The traditional structured interview remains the most popular, but it has limitations as discussed by Armstrong with Talyor (2023) an interview doesn’t demonstrate someone’s ability to do the job, skills and knowledge may be better tested.  There is also the factor of bias, people professionals can support ParcelCare managers in their selection process to recognise bias ether conscious or subconscious ensuring equality and fairness throughout the process.  
Many organisations, engage in telephone or video interviews, these can be ideal to utilise if ParcelCare receive a high volume of applicants as a screening process. They can be short and with the right questions identify those with similar values and work ethic for the company.  There are limitations of the telephone you can’t see body language and more recently the use of the telephone is in decline.  It may also put some at a disadvantage, especially those with a disability.  
Overall ParcelCare people professionals may wish to consider an interview programme or assessment centre approach using various selection techniques with the selection activities chosen based on the skills and knowledge that are required to be tested, paying particular attention to the approach being inclusive, fair and transparent.  
	 
(AC3.1)
A high turnover rate (number of people leaving) for ParcelCare would be costly.  These costs can be direct and indirect, the cost of replacing an experienced employee is not just the direct cost of advertising the post, it is the time and associated costs for training and development as well as the loss of productivity during the recruitment and training stage. Armstrong (2023) explains that it can take on average 12.5 months for a senior leader to become proficient in their new role. A further complication could be carrying a vacancy for a period of time, impact of potential costs to cover the role, the workload of those remaining in the team. Therefore, a priority for ParcelCare would be to reduce the employee turnover rate.  
There are two different types of employee turnover: avoidable and unavoidable turn over.  Unavoidable turnover would be for those naturally coming to the end of their contract, retirement, moving location or resigning due to ill health, these are situations that ParcelCare have no control over.   Whereas avoidable turnover is due to a person being dissatisfied with the role, the salary, the company, other team members, working conditions, or lack of career development etc.  
These are referred to as push factors.  Pull factors are the reasons someone is attracted to work for a competitor, the most obvious being higher salaries, opportunities for promotion and perceived better working conditions. The success of the pull factors is based on the strength of the employer brand of the competitors.  Amazon Flex (2025) being an example of a pull. 
CIPD (2023) reports on the demand for new working patterns (flexible and hybrid working) which remains significant. People professionals for ParcelCare would benefit including the development of shift and contracts that enable increased flexibility as part of the retention policy.   
Tayor and Woodhams (2022) recommend that monthly reports on turnover and other insights should be shared with senior leaders on a regular basis. ParcelCare people professionals should carryout exit interviews to gain an insight in to why people are leaving, actions can then be identified and fed into the retention policy.  
(AC3.2)
There are many factors that impact a person’s decision to apply to and remain with a company, which are intrinsically linked to a person self-worth and aspirations. It is not an exact science as everyone is different. Therefore, in a labour market with a high number of competitors the recruitment and retention policies must be robust and clearly communicate the benefits that a company offers.  
This can start before a person has secured a position.  Realistic job previews take place prior to the person securing employment, it involves the organisation taking the time to explain what the job really involves. This activity is closely linked to employer branding but provides more depth of what the specific role entails e.g. ParcelCare warehouses roles may involve manual handling, machinery or computerised systems.  Setting clear expectations of the role, reduces the chances of people leaving because they weren’t anticipating what was needed to carryout that role.  Whilst it may reduce turnover, it may impact on the number of applicants who may be put off by the honesty. Most importantly this is a low-cost exercise for ParcelCare that can help people decide if the role is not for them before they commit. 
Another opportunity for ParcelCare to reinforce expectations is during the onboarding, specifically Induction. “For an employer, effective induction may also positively affect employee turnover, absenteeism and employer brand” CIPD (2023). This involves providing the employee with all the information and support they need to feel comfortable and gain confidence in a new environment, one in which they can thrive.  This process is more in-depth information that the Job Review, and more costly as it’s likely to involve other colleagues with opportunities to explore and understand more about the organisation.  The real challenge during an induction is not to overload the new staff members with too much information, also ensure the person delivering the information is providing the appropriate organisational message.  
Some of the roles within the warehouse may be repetitive in nature, therefore ParcelCare may wish to consider Job Enrichment as a retention strategy.  This process may involve people professionals in Parcel Care analysing the staffing structure of the Warehouse, looking at opportunities for growth and the design of specific roles to increase job satisfaction and motivation.  The limitations for job enrichment relate to the significant cost and viability of any changes, some roles are in their very nature limited.  
Lastly, when looking to create an effective retention policy people professionals should prioritise Rewards. Consideration should be given to the salary in terms of it being favourable to those of competitors, is the salary scheme fair and transparent. However, there are various aspects to Reward, not purely based on salary, for example Total Reward were “an organisation might combine innovative learning programmes and flexible working options with traditional pay and benefits to meet its business goals” CIPD (2025d). This may provide an edge over a competitor. 
All retention strategies require transparency and clear communication of expectations, people professionals within ParcelCare would be best placed to support managers in their communications to enhance the psychological contract between manager and employee subsequently supporting retention. 
(AC3.3)
It has been acknowledged in this report that high turnover rates can be costly to the organisation, however, the impact of even low dysfunctional turnover can damage ParcelCare significantly. “Calculating the cost of turnover is a tricky business” Taylor and Woodhams 2022 p.49). There are direct costs such as advertising a vacancy and indirect costs such as the cost of productivity dipping when people are aware they are leaving (poor handovers). The latter is more significant when linked to dysfunctional turnover which is the loss of a high performing or highly skilled employee. 
The impact of the high performer leaving is not just the vacancy and associated direct cost, it’s the skills gap that is created. There is also the impact on the surrounding team, the benefits of synergy in the team working together for a shared goal is likely to be affected which in turn could see a dip in motivation and performance.  The leaving employees may also impact on the external environment, not only if the quality-of-service dips, but sales may also dip as a result.  In addition, if the leaver had long standing client relationships, significant contracts for ParcelCare could be impacted, in some organisations there are clauses in contracts in relation to client management after leaving a company. 
Even if a new high performer was recruited quite quickly to the post Armstrong with Taylor (2023) states that “it can take up to 13.5 months for a new starter to achieve maximum efficiency”.  By which time the stability in the team may have been impacted, other team members may also leave.  Therefore, it is crucial that the ParcelCare recruitment and retention strategies including reward are effective in maintaining the talent.  
To avoid such issues ParcelCare should try to understand the existing workforce carrying out regular staff surveys, the outcome of which should inform job design, the employee value proposition, the psychological contact, and overall, the recruitment and retention strategies.   
(AC 4.1)

Flexibility in the workplace has been a recurring topic within this report, the Working Families Benchmark Report 2025 highlights the significant increase of staff at Benchmark employers working flexibly, in 2020 it was just 22%, today this stands at 71%.  With further commitment planned as 98% of benchmark organisations plan on having strategic plans in place to support flexible working.  

The traditional full time permanent contract has its place in organisations and industries, offering secure predictable working patterns and salary for the employee, with a consistent workforce and fixed costs for the organisation. Daniels (2025) states that permanent contracts are still common, but they do not have the dominance they once had. There has been a surge in flexibility with legislation supporting changes from 2003 to April 2024 increasing the rights to request flexibility for any one from day one of employment.  

Driven by a fast-paced changing environment, with 24hour demands for services full time permanent contracts have their limitations for both the employee and the organisation. Permanent employees come with greater rights than that of workers or self-employed.  This can be costly for a business reacting to changes in demand for services, especially if it’s a reduction in workforce, which could lead to redundancies. For ParcelCare there is increased labour needs at Christmas, the busiest time of year for deliveries. 

When considering flexible working some options suit certain industries more than others, the zero-hour contract is synonymous with the delivery service industry.  Zero-hour contracts allow the employer to offer hours to the work, but there is no guarantee for regular hours.  Which means more hours can be offered during peak times. However, there is no obligation on the individual to take the hours, the worker also has a degree of flexibility.  Used appropriately placing a percentage of the workforce on Zero-hour contracts adds the flexibility that meets demands during peak times that would benefit ParcelCare.  This type of contract means that the individual is not an employee as there are no mutual obligations.  This allows the organisation to keep recruitment, retention and salary costs down and the worker can choose if they wish to work or not.  

People Professionals may wish to weigh up the benefits between engaging zero-hour contracts or agency workers. ParcelCare would look to secure workers through a temporary work agency, workers would be engaged for specific time periods.  The agency would include a fee for providing the workforce, but ParcelCare as the hirer would supervise and direct the worker. CIPD (2024a) explains that an agency worker cannot be treated less favourably than others in terms of collective facilities and amenities for example they would have access to the canteen, car park, staff rooms, on site gyms etc.  The agency is responsible for the workers terms and conditions and employment rights, reducing the risk to ParcelCare.  The advantage to the worker is that they can choose to take a work placement, so they can choose the days/shifts to suit their needs.  If they are dissatisfied with their placement, they can request the agency find them an alternative.  The possible drawback for ParcelCare is the level of training required to ensure the delivery drivers are up to speed with parcel Care expectations of service and the fees the agency would charge. ParcelCare may wish to take this a step further and follow a similar business model as Amazon Flex, by engaging drivers as self-employed couriers.   


(AC 4.2)
Effective onboarding and Induction processes are crucial to making a new employee feel welcome and setting out the expectations.  Taylor and Woodhams (2022) refer to this as the soft side and a harder side of onboarding and recognise that very often “there is a tendency for it to be carried out quite poorly.”   Done well onboarding can reduce turnover, absenteeism and strengthens the psychological contract between employee and employer, which in turn supports the employer brand.  Successful onboarding is not purely about the hygiene factors (building layout, health and safety), it should reflect the culture and instil a sense of purpose in the new role and overall be a positive experience.   
ParcelCare managers should acknowledge first day nerves, this can be lightened if a welcome pack of information is sent to the employee before they start.  This would be particularly beneficial for anyone that is neurodivergent. Making sure there is a programme of meetings with key colleagues.  However, there is no escaping the vast amounts of information that needs to be shared with a new employee.  Therefore, this should be done over a period of time, in a timely manner it avoids overwhelm and ensures knowledge is gradually secured.  With the increase of flexible working, providing information online, at an individuals own pace can also be a benefit, it also frees up colleagues providing repetitive sessions.  A carefully planned induction should give the employee knowledge of the organisation and where their new role fits in the broader scheme. 
Creating a programme for onboarding would enable ParcelCare to portray a consistent message to all new starters, if done as a block induction it gives colleagues the opportunity to build connections and feel part of a team.  The content of the programme should be accurate reflecting the true picture of the organisation, which starts with the Job Review onwards.  Nothing would frustrate a new employee more than when the reality does not meet expectations, if a new employee feels out of their depth or worse ignored, ‘left to their own devices’ this can lead to absenteeism and potentially higher turnover. 
CIPD (2024) offers an essential checklist for induction, which includes pre-employment information, the standard health and safety briefing as well as exploring the company culture and benefits. ParcelCare would gain from a clearly planned and effectively communicated induction programme to secure employee commitment to the organisation, thus reducing turnover. 
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