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Introduction This paper analyses the relationships of: “context,” “features,” and “models” 

of “human resource [management] strategy” in a given real business case published in an electronic 

media magazine (see Griffiths, 2006) with accompanying personal commentaries. 

A. THE CONTEXT THAT KWIK-FIT EMPHASIZES WITH ITS 850 EMPLOYEES 

Kwik-Fit Financial Services (KFFS), “an offshoot from the auto-repair business [known as] 

Kwik-Fit … founded 10 years ago,” is a service-oriented enterprise run by “850” people. KFFS 

“began by selling motor insurance policies, but has since diversified into services ranging from life 

assurance to pet cover.”  

The “business model” of the enterprise is plain and “simple”: “every time a customer uses a 

Kwik-Fit auto centre, their contact details are forwarded to KFFS, which follows up the most 

promising leads” for one of its diversified services. (“Around four million customers use Kwik-Fit 

auto centres in the UK each year, which means an average of 10,000 leads come into KFFS every 

night.” This is the business opportunity that KFFS does not want to miss and is taking advantage of 

since it comes to the company naturally without any apparent marketing efforts, so to speak.) 

In October 2006, “KFFS won the CIPD People Management Award.” Behind this 

achievement is the company’s HR director, Karen Edwards, who, after leading the winning of her 

company in said competition, “has moved on to the next stage of her plan to make the company a 

fantastic place to work.” 

The success story of KFFS in winning the competition is based on two factors, as written in 

the article, namely: (1) “reduced staff turnover rates at the Lanarkshire call centre, which dropped 

from 52 per cent to 34 per cent … [s]ince October that downward trend has continued with turnover 

falling by another 2 per cent,” and (2) “there are currently no vacancies at the company [as of the 

writing of the article], a far cry from the vacancy rate of 21 per cent when Edwards joined KFFS as 

HR director in 2001.” 
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“Edwards says,” writes Griffiths, “it is important to make KFFS a great place to be because 

the work can be tough for the 850 employees … so that [b]osses need to empathise if they are to get 

the most from the workforce.” Furthermore, “People are doing repetitive jobs and selling things that 

people have to buy rather than want to buy. Motor insurance doesn’t make you feel as great as 

buying a new dress and people are selling this kind of product every day in a competitive market.”  

Comments The article talks about KFFS’ winning of a “People Management Award” while 

operating under a certain “business model,” however, there is one very important business 

component that is not mentioned—this is money. The article (or the HR director) failed to mention 

the corresponding amount of 18% (52% - 34%) resulting from reduced staff turnover. It is not also 

clear how much percent was improved in the “vacancy rate.” The article is obviously focused on 

people especially when the HR director disclosed her desire to make “KFFFS a great place to be” 

which includes herself; but, again, she failed to mention how much is the cost of that desire to make 

it happen. The article whose covert objective cannot be denied is to promote KFFS further after 

winning the prestigious ward. The promotional strength of the article could have been stronger had 

there been mention of the discussion between the HR director and the Chief Financial Officer 

(CFO) and/or with the Chief Executive. The article, if its ultimate aim is to add mileage to KFFS’ 

popularity, is not effective enough and may have rather given a negative impression on the firm, the 

awarding body (the CIPD), and the writer of the article who is expected to be someone from KFFS. 

The article also failed to mention for whom is the “great place to be” that is being 

contemplated by the HR Director—is it meant for the 850 people, the company (KFFS) as a whole, 

or the investors?  Another comment on the HR director is that why did it take four yours (from 2001 

to 2005) to think about or to come up with an idea about “great place to be”? 

B. THE MAIN FEATURES OF KWIK-FIT’S HR MANAGEMENT STRATEGY 

One factor highlighted by Griffiths that “led [KFFS] to many of the initiatives that helped 

the firm to win the award” is by “acknowledging the feelings and views of employees.” 
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Even after “[s]everal months on [after winning the competition], those schemes, listed 

below, are still in place. 

1) The company continues to run no-smoking sessions . 

2) The weight loss programme called Think Yourself Thin continues. 

3) There is also an on-site gym. 

4) Additional facilities include a crèche, which currently looks after 40 children. (Edwards 

says it has been well received and has had two visits from the inspection body, the Care 

Commission, resulting in glowing reports.) 

5) Griffiths writes about some of the favorable results of the enterprise’s projects 

particularly from the “Guardian Angels, buddying system … [that] [a]lthough the 

initiative has been running for the past year, it is only in the past three or four months 

that it has started to show its effectiveness.” The “scheme matches experienced 

employees (guardian angels) to new recruits (cherubs) for a year. They meet for lunch 

once a week for the first three months, every fortnight for the following three months 

then each month for another six months. The aim is to retain new employees,” gathers 

Griffiths from Edwards. Griffiths quotes Edwards further about KFFS’ strategy: “We get 

the guardian angels together once a month to talk about issues that are coming up. If we 

have people leaving in their first year, then we might as well throw money down the 

drain.” 

Comments In this part of the article, the HR director discloses her “strategy” for employee 

“retention.” As mentioned above, if the article was written by KFFS aimed at promoting the 

company along with another objective—that is, to attract prospective employees (because of the 

relatively high annual turnover rate, 34% is still considered high by this student), the “buddying 

system” disclosed in the article as a form of retention strategy may not be totally appealing to 

readers much more to the targeted prospective employees. The “buddying system” gives the 
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impression that the “guardian angels” are not really guardians (as the terms implies) but rather 

potential collectors of personal information of new hires or “cherubs.” 

Aside from the continuance of the on going company amenities, “others have been added … 

[from] the result of workshops that asked staff to put forward ideas to improve life at KFFS,” 

enumerated below. 

1) Free fruit is available to all staff every day. 

2) A lifestyle screening, which include blood pressure and cholesterol checks for those who 

want them. 

3) Occupational nurses can project how the employee will appear in 10 years’ time, based 

on family history and lifestyle choices.  

4) A massage service available once a week.  

5) A beautician visit every fortnight, with treatments being held in a room called Heaven 

on Earth.  

Comments With the continuing fringe benefits of the KFFS employee, the company is 

already giving quite much to the employees. Perhaps, only a few companies can afford to provide to 

its employees “massage services,” beautician visits,” “lifestyle screen,” among other listed above. 

So why the contemplated “great place to be”? This commentary is raised by a student; on the other 

hand, has the HR director prepared her report to top management or to the CFO to convince him of 

her idea of a “great place to be”? 

There are also plans made by KFFS employees. These are: 

1) A garden designed by employees. 

2) The company plans to turn the staff eating area into a food court with a selection of hot 

and cold food. 

3) While “nurturing existing initiatives, Edwards is starting new ones,” writes Griffiths.  

Edwards “explains that, while the first phase of improving life at KFFS was about 

improving the working environment, the next stage is about how people are at work.” 
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Edwards, stresses Griffiths, “is keen to harness the passion, enthusiasm and interest 

employees might have in a personal interest and bring that to the workplace.” 

4) Edwards mentions about “work selves” present in each employee of KFFS so that when 

they bring in their “work selves” in the premises of KFFS, “customers would have a 

better experience. And if they understood how the other members of their team worked, 

they would work together better,” quotes Griffiths of Edwards. 

5) There is a new “initiative aimed at achieving these goals,” discloses Edwards—it the 

“Fantastic You, launched on 4 April, in which teams are encouraged to bond through 

storytelling.” In this scheme, “Each worker will tell the team two stories describing an 

inspirational event that happened to them or a person they know. The stories need not 

relate to KFF but could be drawn from a previous job or their personal life.” And to 

demonstrate this intent, “the storyteller brings along an object, KFFS directors have 

already taken part and objects used ranged from plastic tulips to a packer of chicken 

noodle soup.” The mechanics, continues Griffiths, requires that “After telling the story, 

each employee writes a summary of it. The ultimate plan “is to pull all the stories 

together into a collection of work called the Book of You. The greater aim is to help 

people understand each other and therefore work together better.” Edwards, however, 

“admits there is no guarantee of this,” notes Griffiths. Edwards expresses her pessimism, 

though, in saying “I don’t know if it will have a big impact on productivity,” and 

expresses her soft confidence by adding, “but intuitively I think it will.” Edwards 

continue to elaborate her plan: “If we get people to share something that’s very personal, 

it might make them look at each other differently or find motivation they didn’t know 

they had.” 

6) The sixth plan the company considers is by “working to identify what makes their best 

people so good, developing a model of what it calls ‘fantasticness’. Edwards says “this 

involves focusing on the 15 winners of the firm’s Employee of the Year competition 
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from each KFFS department to find out why they are successful in their work. By 

talking to them, their managers and those who work alongside them, the company hopes 

to identify the qualities that make them good role models.” Edwards believes that “An 

outstanding employee has more than good sales technique … [that] He or she also has 

the right personal qualities. For example, new recruits are often seated next to a 

particular employee because, not only does she bring in a lot of money, she is 

enthusiastic and adept at explaining how the company works.” Edwards says: “If we 

replicated [the excellent performer] … we would get better results. We’re creating a 

model of “fantasticness,” discloses Edwards of the aim of “Fantastic You.” “Although 

the development of “fantasticness” may sound fluffy,” writes Griffiths, “there is a 

business imperative behind it.” “By identifying why someone is good,” continues 

Griffiths in citing the lofty plan of Edwards, “the company can develop a set of 

behaviours for use in recruitment and training.” 

Comments Has the “first phase of improving life at KFFS” been achieved already? If so, 

why was it not mentioned in the article? And the HR director has started preparing to tackle the 

“next stage” which is “about how people are at work.” When the top management of KFFS 

(perhaps the HR director was involved) decided to continue the fringe benefits mentioned above, 

hasn’t the current situation of the people in their work been considered or assessed? This move is 

already too late and is not be needed anymore! What is the value of succeeding in harnessing “the 

passion, enthusiasm and interest [of] employees might have in a personal interest and bring that to 

the workplace”? The expressed intention of the HR director to “replicate” high performers as a 

strategy may not work either because considering again the turnover rate issue. It is surmised that 

once a new employee is on board, he/she will senses the effects of the high turnover rate—and soon 

he/she will be one of those contemplating to leave. If this employee is a high performer, will he/she 

be still willing to disclose or give freely what he/she knows to the company? Most probably not. 
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The “Fantastic You” idea may not convince many of the employees as it is being written in 

the article. And it may fail altogether because of the continuing relatively high turnover rate. The 

“buddying system” mentioned above may threaten employees instead of convincing them to 

disclose some of their personal secrets. 

C. THE DEGREE OF FIT WITH KWIK-FIT’S HR MANAGEMENT STRATEGY 
USING VARIOUS HR MODELS 

 
The “fit” concept in organization design and development has subtle significance. The 

challenge of “designing organization is to find the most compatible way to piece the organizational 

building blocks together,” write Schlesinger & Schlesinger (1993, p. 219). There are three prime 

functional units in an organization—Administration, Finance, and Human Resource. One of the 

critical roles of the HR function is recruitment. Bringing in the wrong person, i.e., one who does not 

fit the job would be very costly; and retaining employees for long-term purposes is a real challenge. 

Training and development is one HR area of functionality—there is no mention about this in the 

article about KFFS. There are specific strategies and tactics in recruitment, human resource 

management, and personnel retention (see Noe, Hollenbeck, Gerhart, Wright, 2000). 

When the HR director mentioned about “replicating” the high performer of her company, 

she was referring to “knowledge management”—a body of knowledge that “focuses attention on 

strategies for increasing value and accessibility, as well as on the information that resides in the 

organization and its people,” writes Rossett (1999, p. 160). 

One of the aspects of organization design is measurement and reward systems. In the case of 

KFFS, there is no mention of the basic business measurement which are: “quality,” “quantity,” 

“time,” and “cost”; and that in talking about planning for “great place to be,” the simple and 

practical SMART—acronym for Specific, Measurable, Agreed to by those affected, Realistic, and 

Time specific (Early & Coletti, 1999)—concept had no place in the article. Where there is no data, 

everything is opinion, writes Scholtes (1998)—and this is the case of KFFS wherein not a single 

operational data (except the published turnover reduction from 52% to 34%) is presented. 
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Another very important HR topic missed in the article is about “cost/benefit” analysis and/or 

ROI (Return On Investment) in performance improvement undertaking (Swanson, 1999). It should 

be remembered that an HR function in the millennium is no longer expected to continue to play the 

passive role of an administrator but rather an active “corporate partner.” In fact, it is the home and 

driver of “change management” undertakings and developer of “change advocates” in organizations 

around the world. 
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