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1. INTRODUCTION
This report examines the challenges currently affecting the Hurlingham Club - a private members’ club in London founded in 1869 with about 13,000 members and 300 staff, and where I now work as an HR Assistant.
 In my first month, I noticed many employee grievances. Many of them link to business transformation, new digital technologies and new working patterns. These changes affect employees in different ways. Some staff feel stressed, confused or unsure about what is expected of them.
The aim of this report is to explain the factors that influence employees during transformation, evaluate suitable HR practices to address these issues, and analyse how departmental managers can support the urgent implementation of these practices. The findings will help the Club improve communication, reduce grievances and support employees through ongoing changes.













2. EXPLANATION OF KEY FACTORS 
2.1 Business Transformation
The Hurlingham Club is going through several business transformation changes. These changes are designed to improve service quality and modernise the Club. One key factor is the shift towards a more personalised and member-focused service model. Members expect faster service, clearer communication and more digital options. Staff therefore need to adjust their behaviour, learn new communication standards and take on additional tasks. Some employees find this difficult, especially those who have worked in the organisation for many years (Armstrong, 2020).
Another factor is the restructuring of internal processes. Departments such as events, catering and housekeeping must now work more closely. Schedules are shared, tasks are coordinated and managers expect more flexibility from staff. This improves efficiency, but it can also increase stress. Employees may feel pressure because their job roles change quickly (Beardwell & Claydon, 2017).
In addition, business transformation often requires new leadership styles. Managers need to guide employees more actively, but not all managers are prepared for this responsibility. Without proper guidance and clear communication, employees may feel confused and unsupported. This contributes to resistance to change. Overall, business transformation creates new expectations for behaviour, teamwork and performance at the Club.


2.2 Digital Technology Trends
Digital technology is another important factor influencing employees at the Hurlingham Club. One key trend is the increased use of automation and AI-supported systems. For example, booking systems, member check-in and event management tools now rely on digital processes. These systems save time, but some employees do not feel confident using them. Without proper training, staff worry about making mistakes.
Cybersecurity is another significant trend. The Club handles personal data from thousands of members. Because of this, the organisation has introduced multi-factor authentication and new security protocols. While this improves safety, employees often find the procedures complicated. If systems lock them out, their work becomes slower (Wellington, 2011).
Technological change also creates a skills gap. Younger employees adapt quickly, while older staff may struggle. This difference can cause tension between workers. Technology can also reduce communication if staff rely too much on digital tools. For a hospitality environment like the Club, this may reduce the warm, personal service that members expect (Mullins & McLean, 2019).
Overall, digital trends bring both benefits and challenges. Employees need clear guidance and training to use these systems effectively.


2.3 Flexible Working Arrangements
Flexible working has become more common in the Club as part of its workforce strategy. One important arrangement is remote administration work. Some office staff now work from home on certain days. This improves work–life balance, but it can reduce team communication. Remote staff may miss important updates or feel less connected.
Shift work is another major factor. The Club offers different shift patterns, including early morning, afternoon and evening shifts. These shifts help the Club provide service from 7am to 11pm. However, shift work can affect sleep, health and social life. Staff may also feel that shift distribution is unfair, which can lead to grievances (Rees, 2015).
Another form of flexible work is part-time roles. Many employees, especially in catering and events, work part-time. While this helps the Club meet demand during busy periods, part-time staff sometimes feel they receive less training and fewer opportunities. This can reduce motivation (Armstrong, 2020).
Overall, flexible working arrangements can improve productivity but also create inequality, scheduling problems and communication issues if not managed carefully.





3. EVALUATION OF CONTEMPORARY HR PRACTICES 
In this section, three HR practices are evaluated using relevant HR theories:
· Employee Engagement
· Learning and Development
· Reward Management


3.1 Employee engagement (Kahn’s Theory)
Employee engagement is essential for supporting staff during periods of change. Kahn’s engagement theory states that employees feel engaged when they experience meaning, safety and psychological availability.
Introducing regular team briefings and feedback sessions can help employees understand new processes and feel involved. Engagement surveys can also identify problems early, reducing grievances (Wellington, 2011).
Recognition practices such as appreciation messages or employee-of-the-month awards improve morale. Engaged employees show better performance and provide better customer service (Mullins & McLean, 2019).
However, engagement initiatives can fail if managers do not participate. Therefore, engagement must be supported by strong communication and leadership training.







3.2 Learning and Development (Maslow’s Hierarchy of Needs)
As the Club introduces new technologies and new ways of working, many employees feel unprepared. Learning and Development (L&D) has become a vital HR practice to reduce stress and build confidence. Using Maslow’s Hierarchy of Needs helps explain why well-designed L&D programmes are effective.
Training that develops technical skills for new digital systems addresses Maslow’s “safety needs”. When people feel capable of doing their work, their job security and confidence increase. This type of training is highly effective in reducing resistance to change (Leatherbarrow and Fletcher, 2019). However, the effectiveness depends on timing and relevance. If training is delivered too late, or if it is too basic or too advanced, employees may feel even more anxious.
Modern L&D also includes soft-skills training, such as communication or adaptability workshops. These support Maslow’s “esteem needs” by helping employees feel competent and recognised. Evaluating this practice shows it is particularly effective in improving teamwork and reducing conflict. For the Hurlingham Club, where departments often work differently, soft-skills training can help reduce misunderstandings during change (Mullins and McLean, 2019).
Finally, organisations that offer career development pathways support Maslow’s “self-actualisation needs”. These practices are effective for retaining ambitious employees, especially younger workers who expect growth opportunities (Armstrong, 2020). However, career pathways require resources and commitment from managers, so without strong leadership support, their impact may be limited.
Overall, L&D practices are effective when they meet employees’ psychological needs. Maslow’s theory helps show why training must be structured, accessible and linked to real career growth.





3.3 Reward management (Herzberg’s Motivation Theory)
Reward management plays a central role in reducing grievances. Herzberg’s Two-Factor Theory explains that hygiene factors such as salary and working conditions prevent dissatisfaction, while motivators such as recognition and growth create satisfaction (Herzberg, 2008).
At the Hurlingham Club, reward management can address issues linked to shifts, part-time work and job changes. Clear and fair pay structures help reduce complaints. Shift workers could receive small incentives or bonuses for late shifts or extra hours. This increases fairness and improves motivation (Beardwell and Claydon, 2017).
Non-financial rewards are also important. Recognition, opportunities to learn and positive feedback are strong motivators. The Club can introduce internal awards or create a clear pathway for progression within departments.
However, reward systems must be transparent. If employees do not understand how rewards are decided, dissatisfaction may increase. The Club should communicate reward policies clearly and apply them consistently.











4.CRITICAL EVALUATION OF MANAGERIAL IMPLEMENTATION 
This section explains how departmental managers can ensure HR practices are implemented urgently.


4.1 Lead by example
Managers must lead by example if HR practices are to be successful. Employees observe how managers behave, so leadership behaviour influences how they respond to change. If managers use new technology confidently, staff will feel more comfortable using it as well. If managers show positive attitudes toward training, employees are more likely to attend.
Leading by example also improves engagement. When managers communicate openly and respectfully, employees feel safe and valued. This is especially important during business transformation. If managers remain silent or seem unsure, employees may panic or create negative assumptions.
Managers can also demonstrate fairness. For example, when assigning shifts, they should explain why certain decisions are made. When employees see transparency, trust increases. This reduces grievances (Wellington, 2011).
However, many managers at the Club may not have received leadership training. Some were promoted based on performance rather than leadership ability. Therefore, HR should provide leadership development programmes to support managers in their roles (Armstrong, 2020).







4.2 Increase communication
Clear communication is one of the most effective ways to reduce grievance issues. Managers must ensure that employees understand new procedures, expectations and changes. When communication is strong, staff feel more confident and less stressed (Wilkinson, Redman and Dundon, 2016).
Managers should hold short daily or weekly briefings. This keeps all team members updated, including part-time or shift workers. Email updates or digital noticeboards can support communication for remote staff.
Two-way communication is also important. Employees should be able to ask questions and express concerns. Managers can introduce “open-door hours” or short check-ins with staff. This helps identify problems early (Wellington, 2011).
Communication also supports training and reward practices. When managers clearly explain training plans or how rewards work, employees feel more secure. Strong communication improves engagement and reduces resistance to change.
However, communication must be consistent. If one manager communicates well but another does not, employees will feel confused. Therefore, HR should create communication guidelines and provide communication skills training (Armstrong, 2020).










5. CONCLUSION 
This report has explained how business transformation, technological trends and flexible working arrangements influence employees at the Hurlingham Club. These factors have increased grievances and created pressure for change. The evaluation of HR practices showed that employee engagement, learning and development and reward management can support staff and improve working conditions. The report also highlighted the important role of managers in implementing these practices. Strong leadership and communication are essential to support employees through change. By improving these areas, the Club can create a more motivated, skilled and satisfied workforce.



6. RECOMMENDATIONS 
The Hurlingham Club should introduce a stronger engagement programme, improve digital skills training and review its reward system to ensure fairness. Managers should receive leadership training and follow clear communication guidelines. HR should provide regular feedback tools to identify issues early. These actions will help reduce grievances, support employees during transformation and improve service quality.
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