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1. Introduction
Mobile Extra Ltd., a Birmingham-based mobile retail and technology company, is undergoing a significant digital transformation aimed at expanding its e-commerce operations, improving internal systems, and enhancing customer experience. Founded in 2010, the company has relied heavily on in-store sales and repair services. However, the rapid adoption of digital technologies, evolving customer expectations, and market competition have made transformation imperative (CIPD, 2023; Mobile Extra Ltd., 2024).
Transformation is not purely technological; it requires a fundamental shift in business processes, workforce capability, and organisational culture. Effective human resource management is central to this process, ensuring that employees possess the skills, motivation, and adaptability to support change (Armstrong & Taylor, 2020).
Contemporary HR practices such as agile workforce planning, digital recruitment, continuous learning, and flexible work arrangements are critical in supporting this transformation. Departmental managers play a crucial role in embedding these practices, ensuring that they are implemented promptly and consistently. This report explores the factors influencing Mobile Extra’s transformation, evaluates HR practices to address these factors, and critically examines managerial roles in ensuring rapid adoption. Recommendations are provided to strengthen alignment between HR strategy and organisational transformation.

2. Factors Influencing Business Transformation, Digital Technology Trends, and Flexible Working
2.1 Business Transformation Drivers
Several factors have prompted Mobile Extra Ltd. to embark on its transformation journey. A primary driver is the shift in customer behaviour towards digital platforms. Consumers increasingly expect the ability to research, compare, and purchase products online, with fast delivery and secure payment options (CIPD, 2023). For companies like Mobile Extra, which have traditionally relied on physical stores, failure to adapt risks loss of market share to digital-first competitors.
Operational efficiency is another driver. Many business processes, including inventory management and customer service, have historically been manual, resulting in inefficiencies and errors. Implementing digital systems such as cloud-based management tools and CRM platforms enhances accuracy, reduces costs, and supports data-driven decision-making (Ulrich, 2019).
Finally, organisational culture is critical. Successful transformation requires employees to embrace new ways of working and continuous learning. Leadership must prioritise building a culture of innovation and agility to support digital adoption (Armstrong & Taylor, 2020).

2.2 Digital Technology Trends
Several digital trends shape the company’s transformation strategy. E-commerce integration enables Mobile Extra to reach customers beyond Birmingham and provide 24/7 access to products and services, a critical factor in post-pandemic consumer behaviour (Mobile Extra Ltd., 2024).
Data analytics allows the company to monitor customer preferences, optimise marketing strategies, and make informed business decisions. By leveraging insights from online interactions and sales data, Mobile Extra can personalise services, improve engagement, and increase conversion rates (Dessler, 2020).
Automation and artificial intelligence (AI) are central to operational efficiency. Chatbots can handle routine customer queries, while automated inventory systems track stock levels in real time, reducing errors and allowing employees to focus on high-value tasks.
Cloud computing enables remote access to data, supports collaboration, and allows the company to scale its infrastructure without significant capital investment. Cloud-based systems also facilitate hybrid working arrangements, which are increasingly important in modern organisational structures (SHRM, 2023).

2.3 Flexible Working Arrangements
Alongside technological change, Mobile Extra is adopting flexible work practices. Hybrid and remote working have become widespread, accelerated by the COVID-19 pandemic. Many digital and project-based roles, such as the Digital Transformation Project Manager, can be effectively performed outside the office (CIPD, 2023).
Flexible working offers multiple benefits. It helps attract and retain skilled professionals, particularly in competitive digital and IT roles. It also enhances employee wellbeing by reducing commuting time and supporting work-life balance. Hybrid collaboration through tools such as Teams, Slack, or Zoom allows effective teamwork while maintaining essential in-person interactions (Ulrich, 2019).

3. Evaluation of Contemporary HR Practices
3.1 HR Practices Supporting Business Transformation
Business transformation requires changes in culture, skills, and structure. Agile workforce planning is critical, enabling organisations to forecast skill gaps and identify future-critical roles in real time (CIPD, 2023). Mobile Extra must plan for roles such as digital project managers, data analysts, and e-commerce specialists to ensure recruitment and training are targeted and timely.
Change management and employee engagement are also essential. Employees often resist transformation due to fear or uncertainty. Transparent communication, regular feedback, and participation in decision-making reduce resistance and foster ownership. Models such as Kotter’s 8-Step Change Model emphasise urgency, vision, and empowerment, supporting effective transformation (Armstrong & Taylor, 2020).
Performance management must also evolve. Continuous feedback and short-term objectives, supported by digital platforms, enable managers to monitor employee progress and provide coaching. Such systems ensure employees remain focused and motivated while adapting to transformation priorities (Dessler, 2020).

3.2 HR Practices Responding to Digital Technology Trends
Digital learning and development is essential in a fast-changing technological environment. Traditional classroom training is too slow; organisations now use microlearning and online platforms such as LinkedIn Learning or Coursera to facilitate self-paced upskilling (Ulrich, 2019).
Digital recruitment streamlines hiring. Applicant tracking systems, AI-assisted CV screening, and online assessment tools enable faster, more objective hiring decisions. Video interviews and online skills tests expand the talent pool and align with hybrid work models (SHRM, 2023). Ensuring fairness and reducing algorithmic bias remains critical.
Employer branding supports talent attraction. Candidates are drawn to organisations with innovative cultures and flexible practices. Mobile Extra can leverage online platforms to showcase its transformation initiatives and promote itself as a forward-thinking employer (Anderson, 2021).

3.3 HR Practices for Managing Flexible Working
Flexible work arrangements require clear policies defining expectations, communication standards, and performance metrics (CIPD, 2023). Mobile Extra can implement results-oriented work environments (ROWE), where output is prioritised over physical presence.
Implementation Plan for HR Practices at Mobile Extra Ltd.
	HR Practice
	Objective
	Key Actions
	Responsible Party
	Timeline
	Success Metrics

	Agile Workforce Planning
	Identify and fill critical digital roles for transformation
	• Conduct skills gap analysis using HR analytics
• Forecast future digital roles
• Update job descriptions for new positions
• Develop succession plans
	HR Manager, Departmental Managers
	Month 1–2
	• Skill gap report completed
• Updated job descriptions approved
• Critical roles filled within 90 days

	Digital Learning & Development
	Upskill employees for digital transformation
	• Implement online learning platforms (LinkedIn Learning, Coursera)
• Create role-specific microlearning modules
• Schedule mandatory digital skills training
• Track completion and engagement
	HR Learning & Development, Departmental Managers
	Month 2–4
	• 90% employee completion rate
• Improved digital competency scores
• Employee feedback ratings >80%

	Digital Recruitment
	Attract top digital talent efficiently
	• Deploy AI-enabled ATS for CV screening
• Conduct video interviews and online assessments
• Promote employer brand on LinkedIn and Glassdoor
	HR Recruitment Team
	Month 1–3
	• Reduction in time-to-hire by 30%
• Increase in high-quality applications
• Positive candidate feedback

	Change Management & Employee Engagement
	Minimise resistance and foster buy-in
	• Conduct town halls and workshops
• Regular feedback surveys
• Assign change champions in each department
• Communicate transformation progress weekly
	HR Manager, Departmental Managers, Change Champions
	Month 1–6
	• Employee engagement scores improve by 20%
• Reduced turnover in key departments
• Active participation in workshops

	Flexible Working Arrangements
	Support hybrid and remote working
	• Define hybrid work policies and guidelines
• Set performance expectations based on output (ROWE)
• Provide collaboration tools and training (Teams, Zoom)
• Schedule periodic check-ins and team-building activities
	HR Manager, IT Support, Departmental Managers
	Month 1–3
	• 90% policy adoption
• Employee satisfaction with flexibility >80%
• Smooth collaboration across remote teams

	Performance Management
	Align employee performance with transformation goals
	• Integrate digital adoption and training completion into performance objectives
• Conduct quarterly performance reviews with feedback
• Recognise and reward employees contributing to transformation
	Departmental Managers, HR Performance Team
	Month 2–6
	• 100% employees have transformation-related KPIs
• Performance ratings reflect transformation contributions
• Improved productivity metrics

	Wellbeing & Inclusion Initiatives
	Maintain employee wellbeing and engagement
	• Provide access to mental health resources
• Organise virtual social events and team-building
• Conduct regular wellbeing surveys
	HR Wellbeing Team, Departmental Managers
	
	



Employee wellbeing initiatives are critical. Remote work can result in isolation and blurred work-life boundaries. HR should provide mental health support, virtual team-building, and regular check-ins to maintain engagement and inclusion (Dessler, 2020).
Digital collaboration training is also important. Employees need guidance on using platforms such as Teams, Zoom, or project management tools effectively, ensuring collaboration remains smooth in hybrid arrangements (SHRM, 2023).

4. Critical Evaluation: Role of Departmental Managers
Departmental managers translate HR strategy into practice. At Mobile Extra, they must ensure that modern HR practices are not only implemented but also sustained. Leadership commitment is crucial. Managers must model behaviours such as adopting digital tools, participating in training, and demonstrating flexibility (Kotter, 2012).
Collaboration with HR ensures initiatives are tailored to team needs while maintaining organisational consistency. Managers provide real-time feedback on skill gaps and adoption rates, informing HR planning. Performance management systems can incorporate transformation objectives, linking rewards to adoption of digital tools or completion of learning modules (Armstrong & Taylor, 2020).
Barriers such as resistance, competing priorities, and limited time can be mitigated through clear communication, prioritisation, and use of digital monitoring tools. Dashboards for tracking training completion and engagement enable managers to act promptly when adoption slows (SHRM, 2023).

5. Conclusion and Recommendations
Mobile Extra Ltd.’s digital transformation is both necessary and strategic. Success depends on the integration of technology, HR practices, and managerial leadership. Agile workforce planning, digital learning, flexible work arrangements, and employee engagement are essential to achieving transformation goals. Departmental managers play a key role in embedding these practices through modelling, collaboration, and accountability.
Recommendations:
1. Integrate HR strategy with organisational goals to ensure alignment with digital transformation.
2. Implement continuous digital upskilling programmes for all employees.
3. Provide managerial training in change leadership, remote team management, and digital adoption.
4. Maintain transparent communication and engagement channels throughout the transformation.
5. Standardise hybrid working policies with clear expectations and performance metrics.
6. Use HR analytics to track progress, engagement, and skill development in real time.
By implementing these recommendations, Mobile Extra can successfully navigate its transformation, build a digitally capable workforce, and sustain a competitive advantage in the evolving retail technology market.
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