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[bookmark: _Toc232425184]Introduction
Human Resource Management (HRM) contribute significantly in maintaining competition in a changing business environment (Alshafi and YILDIZ, 2026). The UK retail industry is under constant strain, with customers demanding transparency about inclusion and fair practices in the workplace, a shortage of skilled staff, and increasing expectations related to workplace fairness and inclusion. John Lewis Partnership (JLP) is an employee-owned business depends on its employees (also known as Partners) in providing quality customer service standards throughout both John Lewis and Waitrose businesses.
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(Source: John Lewis Partnership, 2026)
The report focuses specifically at three challenges around HR at JLP. These range from keeping up with technological progress, to creating a way to attract and retain talent and garnering more Diversity, Equity and Inclusion (DEI). The report details the factors that contributed to these HR challenges, and then looks at current HR practices employed by JLP to overcome them. 
[bookmark: _Toc232425185]HR Factors Affecting John Lewis Partnership
[bookmark: _Toc232425186]Meeting Technological Advancement
Digital transformation is crucial to the John Lewis Partnership. The company runs e-commerce sites, automatic stock control, and digital payments in John Lewis stores and Waitrose supermarkets. While the technologies are enhancing efficiency, they are also creating a need for digitally proficient workers (Mennekes, 2025). One of the challenges is the use of automation systems in daily life tasks. For example, Waitrose has innovative methods to monitor inventory to minimise waste. Self-checkout help eases the queue at John Lewis stores and digital point of sale systems is also being used there. These technologies can minimize handwork, but need technical confidence from workers. This can lead to mistakes in stocking or service when necessary if employees do not have this skill.
The one other challenge is resistance to change. Long-standing staff members are not quite as familiar with the digital tools (Khan et al., 2025). This makes the adoption rate slower than expected, and impacts productivity. HR needs to manage this via the planned training and ongoing support. In this regard, on-the-job learning and online workshops are helpful. Thus, HR is critical in facilitating the effective use of technology. In the absence of training and change support, technology is not the solution for improved performance at JLP.
[bookmark: _Toc232425187]Talent Acquisition and Retention
The retail industry in the UK is fiercely competitive for talent for John Lewis Partnership. The organisation is looking for qualified staff in the store segment, its supply chain and the fast-expanding digital functions (Masters et al., 2025). But with the shortage of employees in the industry along with their growing expectations, recruitment is challenging. Employee-owned model is a key factor for JLP. Their employees are called Partners and they share profits with their partners (JLP, 2026). This boosts engagement and draws in applicants who appreciate participation within a workplace. Some competitors tend to pay more and have hybrid workplaces and quicker promotions. This can lesser the advertisement value of JLP for some skilled individuals. 
Retention rates are also a key problem. Retail workers work shifts, do a lot of weekend work and are subject to seasonal pressure (Zaghloul et al., 2025). All these factors have the potential to increase stress and burnout. Job growth and flexibility are also imperative for workers. When these needs are not addressed, turnover goes up. In response to this, JLP promotes internally, provide structured training and support wellbeing programs (JLP, 2026a). These serve to make employees feel appreciated and cared for.
[bookmark: _Toc232425188]Diversity, Equity and Inclusion (DEI)
John Lewis Partnership's key priority is to build on Diversity, Equity and Inclusion (DEI). The organisation has staff from widely different cultural, social and demographic backgrounds throughout the UK (JLP, 2026b). This diversity can be effectively managed to enhance innovation and employee engagement. One of the important issues is recruiting and promoting in an equal manner. JLP must ensure that hiring decisions are based on skills and experience rather than personal characteristics. To minimise unconscious bias in recruitment practices, structured interviews and standardised selection criteria are used.
Workplace inclusion is also an important domain, as staff need to be respected and valued in their work. JLP is committed towards and promotes inclusion through its employee networks targeting on gender, ethnicity, disability and more. Staffing activities provide opportunities for workers to learn from each other and create a sense of community (Bryant et al., 2026). Jobs that require leadership are rarely as varied as the jobs that are entry-level occupations. HR should thus prioritize cultivating multiple channels of talent and equally ensure talent promotion. Consequently, DEI improves culture, employee satisfaction and business reputations. But it must be monitored continuously, and has to have managerial commitment to produce results.
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[bookmark: _Toc232425190]HR Practices for Meeting Technological Advancement
John Lewis Partnership (JLP) employs a variety of beneficial HR practices that help their digital transformation. Digital learning and development is a critical practice. Training of employees is conducted on the online learning platforms and instore training as well as via role related digital modules (JLP, 2026c). This is crucial as JLP uses accurately automated stock management in Waitrose's stores, person-to-person checkouts in John Lewis stores and technology-heavy supply chain systems. These systems require employees to be confident in using technology. Another practice is HR analytics and workforce data systems. JLP's system tracks the successful completion of training, trends, and skill gaps. This can assist HR in determining areas for digital learning. For example, the implementation of new employee checkout systems when there is some difficulty, train them fast if (Yang et al., 2025). This can enhance the efficiency and decreasing operating disruption.
Structured reskilling programmes (SRSK) are another considerable practice. JLP puts resources towards ongoing employee development to prepare them for new technologies as time goes on. This enables long-term digital transformation, rather than a one-off training session. But such practices are not without their drawbacks (Şat et al., 2025). The impact of digital learning is not the same for all employees. Training can be available as one-on-one courses, rather than online systems, to some staff who are in service for a long time. The reliability and uniformity of the data entered are crucial for HR analytics. These practices are necessary to maintain JLP's competitiveness in a tech-savvy retail world, despite any freezes and trouble.
[bookmark: _Toc232425191]HR Practices for Talent Acquisition and Retention
JLP has implemented several modern HR practices to overcome recruitment and retention issues. Employer branding is one of the most important strategies that is used. JLP promote its collaborative, employee-owned model in which its staff are known as Partners, and shares profits (JLP, 2026d). This has an impact on how it feels like a home and it stands out from alternative stores like Tesco or Sainsbury's. Applicants are especially interested in this position because they also want to feel good and fulfilled about what they do. Flexible working is another key practice and is focused on employees who are able to work flexibly (Harrop et al., 2026). Store-shift employers, however, will exercise flexibility as it can be done in connection with the roles in head office, logistics planning and digital where feasible. This helps improve work-life balance and reduces employee turnover. Flexibility is still constrained in jobs that involve day-to-day service of customers in retail environments, however, because of the demands of the job (Winkler-Titus et al., 2025). Internal career development programmes are also utilized by JLP as is apprenticeship. There is a provision in place for employees to build skills and develop through the organisation. 
[bookmark: _Toc232425192]HR Practices for Diversity, Equity and Inclusion (DEI)
John Lewis Partnership chooses to implement a range of HR practices to further improve Diversity, Equity and Inclusion. Inclusive recruitment is one of the key practices. The organisation has structured interviews and a standardised assessment criteria. This minimises impartiality and ensures selection is based on ability and experience, in accordance with the Equality Act 2010 (JLP, 2026e). One of the other practices is unconscious bias training for managers. This contributes to raise attention to the possible unconscious biases involved in decision-making for hiring and promotion. It helps to be fairer in evaluating candidates and make a fairer judgment in different departments. JLP also promotes employee resource groups (ERGs). These support groups include staff from various backgrounds and can include gender, ethnicity, disability and LGBTQ+ groups (Aniba, 2025). This enhances engagement of staff and reinforces the organisation's culture.
[bookmark: _Toc232425193]Critical Evaluation of How Departmental Managers Can Ensure Urgent Implementation
John Lewis Partnership's (JLP) departmental managers act as the interface between HR strategy and practice. Digital transformation, talent retention strategies, and Diversity, Equity and Inclusion (DEI) initiatives are just a few of the on-going HR initiatives that require appropriate store level and department level implementation for success. 
Based on Lewis Change Theory; the unfreezing stage involves employees' awareness and resistance to change being reduced by preparing them for change through their departmental status. At JLP this has been crucial introducing the automated stock management for Waitrose or the self-service checkouts at John Lewis stores (Zolak Poljašević et al., 2025). It is the managers' responsibility to ensure clear communication of the rationale for this type of system and how it will enhance efficiency and customer service. Having poor communication can lead to the feeling that technology is a threat and not an asset to the employees (Weibel et al., 2025). Approaches to implementing this change can be learned from a local UK narrative of Tesco, who promoted the use of self-checkout but highlighted potential benefits to their store managers and addressed staff concerns early on in the implementation. Reduced resistance and increased rates of adoption. Likewise, JLP managers will need to actively work with employee perceptions before the implementation process kicks off.
During the changing stage, managers should take care to ensure that HR practices are applied within the real operating environment. This encompasses managing digital training, performance monitoring and ongoing support on the journey. Hence, at JLP, managers should ensure that this confidence of the partners towards digital systems like inventory and point-of-sale is important. Managers shape talent by creating employee experiences in talent retention through recognition, fair scheduling and development conversations. In DEI, they make sure that teams are diverse in their recruitment and behave inclusively (Valtonen and Holopainen, 2025). Without the capacity and consistency of managers though, however, HR policies can simply remain concepts rather than having the departmental impact that is desired.
Implementing a change in the refreezing stage involves reinforcing new behaviours in order to embed them within the organisation's culture. For instance, the familiarity of digital systems will create a need for consistency which must be upheld by monitoring, feedback and performance evaluation by the manager. This is an important step towards maintaining change, particularly in complex retail businesses, such as JLP in which there are numerous independent departments (Sadeghi, 2024). 
However, mangers of the departments are subjected to many operational constraints including shortage of staff, peak trading periods and customers' service. These pressures can reduce opportunities for formal HR implementation process. Another factor is a lack of consistency between departments due to varying management ability, such as the quality of DEI implementation and training. Thus, JLP needs to ensure that the managers have the skills to effect change as well as leadership training and accountability frameworks (Bahrain et al., 2023). Managing employee behaviour and workplace culture is as much a part of effective management as creating HR policies.
[bookmark: _Toc232425194]Recommendations
· JLP's should focus on structured digital literacy training to provide all staff with a basis for confident use of new technologies like automated stock and staff self-service. This will diminish skill gaps as well as enhance the fine response of operations.
· The organisation should provide more career progression opportunities and flexible working conditions as available to increase retention. This will help minimise employee turnover, particularly for retail employees.
· JLP should establish diversity goals for managers in their department and tie them to departmental evaluations as this will assist with DEI. This will help to have accountability and better representation at the senior level.
[bookmark: _Toc232425195]Conclusion 
Conclusively, key HR objectives for John Lewis Partnership are still technological changes, talent management and diversity, equity and inclusion. It is important to note that the organisation has excellent HR practices in place which however need to be properly implemented at department level.
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