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Introduction 
The human resource (HR) issues that GTS Rail Operations, the company in charge of 

running the Elizabeth line on behalf of Transport for London (TfL), is currently 

encountering are examined in this paper. GTS Rail Operations, one of the biggest rail 

companies in the UK, depends on a knowledgeable, varied, and flexible team to provide 

dependable, safe, and customer-focused services. The rail industry's HR goals have been 

drastically altered by rapid technology advancements, heightened competition for 

qualified workers, and the growing significance of Diversity, Equity, and Inclusion (DEI). 

This paper analyses these major issues, evaluates the modern HR strategies used to 

address them, and critically looks at departmental managers' roles in ensuring 

successful implementation. Lastly, it offers helpful suggestions to help GTS Rail 

Operations achieve sustainable organisational performance, employee engagement, 

and ongoing improvement. 

 

 

 

 

 

 

 

 

 

 



1. Explanation of Key Factors 

1.1 Adapting to Technological Achievements 
One of the biggest forces behind development in the UK rail sector is 

technological advancement. To increase operational effectiveness, passenger 

safety, and customer satisfaction, GTS Rail Operations, which operates the 

Elizabeth line on behalf of Transport for London (TfL), must consistently invest in 

cutting-edge technologies. The delivery of railway services has changed because 

of the growing usage of digital signalling systems, real-time passenger 

information, predictive maintenance, mobile ticketing, workforce management 

systems, and data analytics. As a result, the company needs workers who are both 

technically proficient and able to adjust to ongoing technological development. 

 

This poses several difficulties for the Human Resources (HR) department. While 

freshly hired employees are expected to have higher digital capabilities than in 

prior years, existing employees need ongoing training and upskilling to operate 

new digital systems efficiently. If they are not handled properly, resistance to 

technological change, a lack of skills, and disparities in digital literacy can lower 

employee confidence and have a detrimental impact on service delivery. In order 

to guarantee that workers stay knowledgeable and motivated during times of 

technological change, HR is essential to workforce planning, ongoing education, 

and change management (Armstrong and Taylor, 2023). GTS Rail Operations can 

preserve operational dependability, increase efficiency, and provide a safer, more 

effective passenger experience by effectively adjusting to technological 

advancements. 

 

 

 

 

 

 

 



 

1.2 Talent Acquisition and Retention 
For GTS Rail Operations, recruiting and keeping qualified workers is still a major 

obstacle. Organisations in the rail industry fight for skilled train drivers, engineers, 

station employees, customer service representatives, digital specialists, and 

operational managers in an increasingly competitive labour market. Recruitment 

pressures in the transport sector have increased due to an ageing workforce and 

a lack of technical and technological capabilities. 

If organisations are unable to retain talented workers, recruitment alone will not 

suffice. High employee turnover raises the expense of hiring new employees, 

interferes with operations, and puts more strain on current workers. In order to 

maintain punctuality, safety, and high-quality service, GTS Rail Operations, a 

customer-focused transportation company, greatly relies on the expertise, 

experience, and dedication of its workforce. To promote long-term employee 

commitment, HR must thus put in place efficient workforce planning, competitive 

incentive systems, career development opportunities, employee wellness 

programs, and succession planning (CIPD, 2024). 

Additionally, flexible work schedules, ongoing professional growth, 

acknowledgement, and an open corporate culture are becoming more important 

to today's workforce. Workers are typically more engaged, productive, and 

dedicated to the goals of the company when they feel appreciated and supported. 

Thus, organisational resilience, operational excellence, and sustainable company 

performance are all strongly impacted by efficient people acquisition and 

retention. 

 

 

 

 



 

1.3 Diversity, Equity and Inclusion (DEI) 
Organisations in the UK public transport sector now consider diversity, equity, and 

inclusion (DEI) to be a strategic objective. GTS Rail Operations needs a workforce 

that is representative of the communities and people it serves because it operates 

in one of the most diverse cities in the world. Increased creativity, better problem-

solving, broader views, and deeper customer interactions are all facilitated by a 

diverse staff. 

Fair hiring practices, equal opportunities for professional advancement, and an 

inclusive workplace where all workers are valued regardless of their age, gender, 

race, handicap, religion, or sexual orientation are the responsibilities of HR. 

Additionally, inclusive HR practices enhance employee well-being, lessen 

discrimination, and boost an organization's reputation. However, there are 

obstacles to successfully implementing DEI, including reluctance to 

organisational change, under-representation of some groups in leadership roles, 

and unconscious bias during hiring. 

It takes more than just adhering to equality laws to create an inclusive workplace. 

In addition to providing opportunities for professional growth for all employee 

groups, departmental managers must aggressively promote inclusive leadership, 

encourage employee engagement, and swiftly confront unacceptable behaviour. 

Strong diversity and inclusion policies lead to higher levels of employee 

engagement, innovation, and organisational effectiveness, according to research 

(Shore et al., 2018). 

For GTS Rail Operations, integrating technology progress, efficient talent 

management and meaningful DEI practices is crucial for delivering safe, 

dependable and customer-centred railway services while keeping a motivated, 

skilled and future-ready staff. 

 

 



 

2. Evaluation of Contemporary HR Practices 
GTS Rail Operations must implement modern Human Resource (HR) practices that 

promote organisational success, employee wellness, and long-term sustainability in 

order to be competitive in the quickly evolving transportation sector. Instead of being 

restricted to administrative duties, modern HR has evolved into a strategic partner that 

helps businesses adapt to changing technology, labour market difficulties, and rising 

demands for diversity and inclusion. Key HR procedures that can assist GTS Rail 

Operations in overcoming these obstacles are critically assessed in the section that 

follows. 

2.1 Digital HR Systems and Workforce Analytics 
Adopting digital HR solutions with workforce analytics assistance is one of the best 

modern HR strategies. Organisations can automate hiring, employee records, 

performance management, training administration, and workforce planning with the use 

of Human Resource Information Systems (HRIS). Digital HR tools may monitor employee 

competences, detect skill shortages, enhance workforce scheduling, and facilitate 

evidence-based decision-making within GTS Rail Operations. 

The ability of workforce analytics to give managers precise information for projecting 

personnel needs, lowering absenteeism, and organising future hiring is its main 

advantage. Additionally, HR may identify employees who are at risk of leaving by using 

predictive analytics, which enables the implementation of proactive retention efforts. 

However, a substantial financial commitment, employee training, and strong data 

security measures are needed for digital HR solutions. Additionally, an over-reliance on 

data may ignore qualitative elements that are still crucial to successful people 

management, such as workplace connections and employee motivation (Armstrong and 

Taylor, 2023). 

 

 



 

2.2 Employer Branding and Strategic Workforce Planning 
In order to draw in and keep bright workers, employer branding has grown in significance. 

GTS Rail Operations needs to market itself as an employer that provides career growth, 

job stability, employee welfare, and prospects for advancement as the competition for 

qualified rail specialists intensifies. A strong employer brand improves the company's 

standing and helps it draw in top candidates in a cutthroat job market. 

By ensuring that future employment needs are in line with organisational goals, strategic 

workforce planning enhances employer branding. HR managers can create succession 

plans and focused recruitment strategies by analysing workforce demographics, 

retirement trends, and future skill requirements. Although these methods increase 

organisational resilience, they rely on precise forecasting and ongoing observation. If 

workforce plans are not routinely evaluated, they may become less effective due to 

unforeseen changes in the labour market or technology advancements (CIPD, 2024). 

 

2.3 Employee Engagement and Retention Strategies 
It is often acknowledged that a major factor in an organization's success is employee 

engagement. The creation of pleasant employee experiences through ongoing education, 

performance reviews, wellness programs, career development opportunities, and 

recognition efforts is a growing focus of modern HR practices. Maintaining an engaged 

workforce is crucial for GTS Rail Operations since employee dedication has a direct 

impact on operational safety, customer service quality, and service dependability. 

Employees can gain the digital and technical skills needed in a modern railway 

environment by investing in their learning and development. Frequent leadership 

development, coaching, and mentoring programs enhance succession planning while 

preparing staff for future management positions. Higher levels of job satisfaction and 

lower employe turnover are also facilitated by wellness programs, flexible work 

schedules when they are operationally appropriate, and employee recognition programs. 

 



 

Despite these advantages, engagement programs need ongoing organisational 

investment and leadership commitment. Employee trust can be diminished, and the 

efficacy of retention tactics limited by inadequate communication or uneven 

departmental implementation. As a result, line managers who actively encourage 

employee involvement and ongoing growth must support HR policies (CIPD, 2024). 

 

2.4 Inclusive Recruitment Practices and DEI Initiatives 
Another crucial modern HR strategy is inclusive hiring and Diversity, Equity, and Inclusion 

(DEI) programs. GTS Rail Operations benefits from hiring workers with a variety of 

backgrounds, experiences, and viewpoints because it operates in one of the most diverse 

cities in the world. Unbiased job descriptions, systematic interviews, diverse recruitment 

panels, and equitable selection criteria based on competency rather than personal traits 

are all examples of inclusive recruitment strategies. 

Additionally, employee resource groups, equality training, DEI leadership programs, and 

open promotion procedures all contribute to the development of an inclusive workplace 

culture where all workers have an equal chance at success. According to research, since 

people feel appreciated and respected, diverse companies frequently exhibit higher 

levels of innovation, better decision-making, and more employee engagement (Shore et 

al., 2018). 

However, if employees view DEI projects as compliance exercises rather than true 

organisational ideals, they may encounter pushback. Therefore, visible leadership 

commitment, ongoing communication, and consistent monitoring of equality 

achievements are essential for success. Effective implementation of modern HR 

practices enhances customer satisfaction, employee commitment, organisational 

performance, and GTS Rail Operations' long-term viability. 

 

 



 

3. Critical Evaluation of Managerial Implementation 
The efficacy of departmental managers plays a major role in the successful adoption of 

modern HR strategies. While HR departments oversee creating strategic frameworks and 

policies, line managers are crucial in putting these policies into effect on a daily basis. To 

sustain operational excellence, employee engagement, and superior customer service, 

managers at GTS Rail Operations must make sure that initiatives pertaining to talent 

management, technology innovation, and Diversity, Equity, and Inclusion (DEI) are 

consistently implemented. 

3.1 Leadership Accountability: 

A key component of successful HR implementation is leadership responsibility. By 

exhibiting behaviours that align with the organization's values, supporting ongoing 

education, and fostering an inclusive workplace, managers must set an example for 

others to follow. Managers oversee making sure that staff members obtain the proper 

training, comprehend new working procedures, and maintain motivation during times of 

organisational change as GTS Rail Operations continues to use digital technology. 

Accountable leaders evaluate team performance on a regular basis, offer helpful 

criticism, and deal with performance concerns in a fair and consistent manner. However, 

if managers concentrate on operational goals over employee development, have 

insufficient HR understanding, or receive little organisational support, leadership 

responsibility may be compromised. Therefore, to improve managerial effectiveness, 

ongoing leadership development and unambiguous performance standards are crucial 

(Armstrong and Taylor, 2023). 

 

 

 

 

 



 

3.2 Communication strategies: 
When implementing HR practices, effective communication is just as crucial. 

Uncertainty is frequently brought about by organisational change, especially when new 

technology, updated operating processes, or organisational restructuring are 

implemented. To help staff members comprehend the goal of change and feel engaged 

in its execution, managers should be transparent, give frequent updates, and promote 

two-way communication. Employee commitment is increased, and resistance is 

decreased via regular team meetings, staff briefings, digital communication channels, 

and individual performance discussions. However, poor communication can result in 

miscommunication, low morale, and diminished managerial trust. As a result, managers 

need to make sure that communications are prompt, clear, and sensitive to employee 

concerns. 

3.3 Monitoring and Performance Measurement: 
Using quantifiable performance indicators, managers are also in charge of keeping an eye 

on how well HR procedures are working. Important data on an organization's 

performance can be found in Key Performance Indicators (KPIs), employee engagement 

surveys, staff turnover, absence rates, training completion rates, and customer 

satisfaction ratings. Managers can make evidence-based decisions and pinpoint areas 

that need improvement thanks to these measurements. However, depending only on 

quantitative performance data may leave out crucial elements like organisational 

culture, teamwork, and employee wellbeing. To get a fairer assessment of HR outcomes, 

managers should thus integrate performance indicators with frequent employee 

feedback and workplace observations (CIPD, 2024). 

 

 

 

 

 



 

3.4 Organisational Culture: 
Implementing HR initiatives successfully is supported by a positive organisational 

culture. Managers' everyday actions, choices, and interactions with staff members have 

an impact on the culture of the company. Managers at GTS Rail Operations should 

encourage staff members to offer suggestions for enhancing operational performance 

while also fostering cooperation, justice, respect, and continual development. An 

inclusive culture fosters creativity, builds trust, and raises employee engagement. On the 

other hand, HR activities may be undermined and employee commitment lowered by 

inconsistent management practices or opposition to cultural change. Therefore, 

maintaining a positive culture necessitates regular reinforcement of organisational 

principles and visible leadership commitment. 

3.5 Barriers to Implementation and Overcoming Them: 
Despite the advantages of modern HR procedures, a number of obstacles could prevent 

their effective application. Employee aversion to change, a lack of funding, a lack of skills, 

a high operational workload, and variable managerial competency are some of these. 

GTS Rail Operations should make investments in leadership development, offer ongoing 

training, include staff in decision-making, and maintain open lines of communication 

throughout the transformation process in order to overcome these obstacles. 

Additionally, acknowledging employee efforts, keeping an eye on implementation 

progress, and promptly addressing comments will boost organisational commitment and 

increase employee acceptance. Departmental managers may guarantee that HR 

procedures successfully support organisational resilience, operational effectiveness, 

and long-term business performance by using these strategies. 

 

 

 

 

 



 

Conclusion 
On behalf of Transport for London (TfL), this paper has critically analysed the current HR 

issues that GTS Rail Operations, the operator of the Elizabeth line, is facing. The analysis 

showed that in order to achieve operational excellence and long-term organisational 

sustainability, it is now crucial to promote Diversity, Equity, and Inclusion (DEI), recruit 

and retain talented employees, and adapt to technology changes. HR must go beyond its 

conventional administrative role to become a strategic partner that supports 

organisational performance and employee growth as the rail sector continues to change 

due to digital transformation and shifting worker expectations. 

Digital HR platforms, workforce analytics, strategic workforce planning, employer 

branding, employee engagement programs, and inclusive recruitment procedures are 

just a few of the modern HR practices that were assessed in the research. Strong 

leadership, excellent communication, and ongoing performance monitoring are 

necessary for these approaches to be effective, even Tho they significantly increase 

productivity, employee satisfaction, and service quality. Therefore, by assisting staff, 

promoting ongoing education, and cultivating an inclusive workplace culture, 

departmental managers play a critical role in converting HR initiatives into routine 

operational practice. All things considered, the effective use of these HR strategies will 

bolster labour capacity, enhance customer service, and allow GTS Rail Operations to 

maintain resilience in a transportation industry that is becoming more technologically 

advanced and competitive. 

 

 

 

 

 

 



 

Recommendations: 
1. Increase digital capabilities by funding ongoing training programs to give managers and 

staff the digital know-how needed to successfully use new railway technologies. 

2. To retain seasoned workers and draw in new talent, improve talent attraction and 

retention through competitive compensation packages, organised professional 

development pathways, mentoring programs, and succession planning. 

3. Encourage an inclusive workplace culture by growing Diversity, Equity, and Inclusion 

(DEI) programs, bolstering inclusive leadership training, and guaranteeing equitable 

hiring, advancement, and career development opportunities for every employee. 

4. To improve employee engagement and organisational performance, departmental 

managers should receive frequent leadership, coaching, and change management 

training. 

5. To support evidence-based HR decision-making, strengthen performance monitoring 

through the efficient use of workforce analytics, employee engagement surveys, Key 

Performance Indicators (KPIs), and frequent performance reviews. 

6. Promote ongoing employee involvement during organisational change by providing 

frequent chances for consultation, feedback, and collaboration. This will boost 

employee commitment, trust, and the successful execution of HR initiatives. 

 

By putting these suggestions into practice, GTS train Operations will be able to build a 

knowledgeable, driven, and diverse staff that can support dependable, safe, and 

customer-focused train services while attaining long-term organisational success. 
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