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1. Introduction

Upon joining the Human Resources department at TaskRabbit UK, operating out of our London/Birmingham hub, I was immediately confronted by an alarming volume of employee grievances. These complaints, ranging from disputes over remote working equity to concerns about algorithmic transparency, signal a breakdown in organisational fairness and trust. This crisis is rooted in poorly managed changes driven by fundamental societal shifts, accelerated digital technology trends, and the widespread adoption of flexible working arrangements (FWA).
This formal report, submitted in my capacity as HR Officer, addresses these pressing issues. The following sections will first explain the specific factors arising from these changes within the context of TaskRabbit’s operations. Subsequently, I will evaluate three key contemporary HR practices—Diversity & Inclusion, Hybrid Work Management, and Employee Motivation—using established HR theory. Finally, I will critically assess the role of departmental managers in ensuring the swift and urgent implementation of these practices to restore a positive, compliant working environment.


2. An Explanation of the Specific Factors

The surge in grievances within TaskRabbit is a direct consequence of the intersection between the company’s platform-based business model and rapid changes in the external environment. This section explains two specific factors within the domains of societal change, technological trends, and FWA.
2.1 Societal Changes
a) Globalisation and the Gig Economy Shift
The growth of the globalised digital economy has intensified the reliance on the gig economy model, which is central to TaskRabbit’s operations. For the corporate workforce, this translates into intense pressure to match the agility of Taskers (freelancers), resulting in high demands and unstable workloads. Corporate employees often file grievances regarding excessive workload and insecure employment conditions, feeling they are treated with the same transactional detachment as the Taskers themselves (Gand, 2021). This shift challenges traditional employment psychological contracts, as expectations of career stability are replaced by hyper-efficiency and cost-cutting, leading to resentment and conflict over job security and compensation fairness.
b) Cultural Changes: Emphasis on Diversity, Equality, and Ethics
Societal focus on Diversity, Equality, and Inclusivity (DEI) means that TaskRabbit’s corporate culture is under intense scrutiny. Grievances frequently revolve around perceived favouritism, unequal promotion opportunities, and microaggressions, particularly in the hybrid work environment where visibility differs. The highly public nature of TaskRabbit’s platform requires its internal practices to reflect external ethical standards. Failure to manage cultural sensitivities and ensure equal opportunity immediately escalates into formal complaints, as employees are now more literate and vocal about their rights and their employer's ethical failures (CIPD, 2023). This requires HR to move beyond basic compliance to embed inclusive practices proactively.
2.2 Technological Trends
a) AI and Automation in Tasker Management
TaskRabbit relies heavily on AI and automation for matching Taskers with clients, dynamic pricing, and quality control. This digital dependency filters into the corporate structure, where grievances arise from the implementation of algorithmic management systems for internal support and scheduling staff. Employees feel opaque, often biased, algorithms undermine their professional judgement. This leads to disputes over performance ratings, as the criteria for success become metrics defined by code rather than qualitative human assessment. The lack of transparency generates a sense of algorithmic unfairness, increasing stress and mistrust, and ultimately leading to formal complaints challenging the legitimacy of performance-related decisions (Vesala & Räsänen, 2020).
b) Cybersecurity Risks and Data Handling Requirements
As a platform that handles sensitive client and Tasker data (payments, addresses, task details), TaskRabbit faces immense cybersecurity pressure. This translates into stringent internal protocols, such as multifactor authentication and frequent compliance training for corporate staff. Grievances arise when these strict security protocols are perceived as burdensome obstacles to productivity, especially for staff under time constraints. More critically, disputes arise when data breaches (or near misses) foster a culture of blame and fear, leading employees to feel unfairly disciplined for security lapses, highlighting the conflict between operational speed and necessary digital diligence.
2.3 Flexible Working Arrangements (FWA)
a) Remote Working and Proximity Bias
The implementation of remote working for corporate staff has created significant managerial challenges at TaskRabbit. A primary source of grievances is proximity bias, in which managers, consciously or unconsciously, favour office-based employees, leading to an unfair distribution of project opportunities, visible recognition, and mentoring. Employees working remotely feel disconnected and experience slower career progression compared to their office-based colleagues (Garton, 2021). This structural inequity directly fuels formal complaints concerning unfair promotion and access to development, challenging the company’s commitment to equal opportunity within the hybrid model.
b) Condensed Working Hours and Communication Gaps
To support work-life balance, some corporate support teams utilise flexible arrangements such as compressed workweeks (e.g., four long days). While beneficial, this FWA creates communication gaps and coordination challenges with teams adhering to standard five-day schedules. Grievances arise from feeling overburdened by colleagues who expect immediate responses outside the condensed work window, or from team members who complain that essential personnel are unavailable. This demonstrates a failure in coordination and schedule integration, creating friction, digital overload, and conflict over workload distribution and teamwork fairness (Kelliher et al., 2019).
3. Evaluation of Contemporary HR Practices
To address the factors driving grievances, TaskRabbit must urgently adopt and evaluate contemporary HR practices supported by relevant psychological and management theories.
3.1 Diversity, Equality, and Inclusivity (DEI)
The contemporary practice of embedding DEI goes beyond compliance; it aims to proactively dismantle systemic barriers that lead to grievances over unfair treatment (Section 2.1b). This involves mandatory unconscious bias training, transparent reporting of diversity metrics during promotion cycles, and the creation of inclusive feedback mechanisms.
Evaluation: DEI, when implemented effectively, addresses issues of workplace fairness and respect, which are essential hygiene factors in Herzberg's Two-Factor Theory. 
According to Herzberg (1959), hygiene factors—like company policy, supervision, and interpersonal relations—do not motivate when present, but cause extreme dissatisfaction and demotivation (grievances) when inadequate. By ensuring genuine equality, TaskRabbit removes the sources of dissatisfaction, clearing the pathway for true motivators (achievement, recognition) to take effect, thereby reducing grievances rooted in injustice.
3.2 Remote and Hybrid Work Management
To combat proximity bias (Section 2.3a) and ensure equity across all work locations, TaskRabbit must implement a rigorous Hybrid-First Management Policy. This practice mandates that all meetings, communication, and project assignments are designed for maximum remote inclusivity. This includes scheduled "digital disconnect" times and ensuring managers actively track contributions based on output, not visibility.
Evaluation: The effectiveness of this practice is critically linked to McGregor's Theory Y management style. 
If managers operate under Theory X assumptions (that remote employees are inherently lazy and require surveillance), they will unconsciously enforce proximity bias, leading to more grievances. A successful hybrid model requires managers to adopt Theory Y assumptions—believing that employees are self-motivated, resourceful, and committed, regardless of location. The HR practice provides the structure, but the manager's belief system (Theory Y) ensures the fair, trusting execution necessary to validate remote workers and eliminate the perception of unfairness (Boxall & Purcell, 2016).
3.3 Employee Motivation and Engagement
To counteract digital overload and algorithmic management stress (Sections 2.2a and 2.2b), HR must focus on high-impact Employee Engagement strategies that restore a sense of meaning and control. This includes granting employees greater input into the design and use of algorithmic tools and providing protected, focused work time free from digital interruptions.
Evaluation: This practice is directly supported by Kahn's Personal Engagement Theory, which posits that engagement relies on three psychological conditions: Meaningfulness, Safety, and Availability (Kahn, 1990).
1. Safety: By implementing transparent digital policies, HR creates psychological safety against surveillance and unfair metrics.
2. Meaningfulness: By involving employees in the design of technological integration, HR ensures employees perceive their work as meaningful and not simply mechanical.
3. Availability: By enforcing the 'Right to Disconnect', HR ensures employees have the cognitive and emotional availability to invest themselves at work fully.
By fostering these conditions, engagement increases, reducing the emotional exhaustion that leads to burnout and grievances (Hayes et al., 2020).



4. Critical Evaluation of Managerial Implementation
The high grievance rate is a failure of local implementation; policies are useless unless executed with conviction. Departmental managers are the linchpin, and two practices are critical for ensuring the urgent adoption of contemporary HR strategies.
4.1 Lead by Example
For practices like the Hybrid-First Policy and the Right to Disconnect to be urgently implemented, managers must lead by Example. If a manager sends emails at 10 PM, they immediately nullify the Right to Disconnect policy, perpetuating the "always-on" grievance factor.
Critical Evaluation: This practice relies on social learning theory, where employees model the behaviour of high-status figures (Bandura, 1977). Urgency demands that TaskRabbit's managers become the chief practitioners of the new HR values. This requires the General Manager to establish clear performance indicators for managerial behaviour—not just team output—for example, monitoring managers' own out-of-hours communication and their attendance compliance with the Hybrid-First meeting design. A failure to lead by example demonstrates hypocrisy, severely eroding the trust necessary for successful DEI and engagement initiatives. To implement urgently, the expectation must be set from the top down that all managers must demonstrably adopt these new behaviours within a strict 30-day window, with zero tolerance for non-compliance being communicated.
4.2 Align Departmental Goals with HR Priorities
Effective, urgent implementation requires managers to see HR priorities (such as grievance reduction and DEI) as crucial to their own departmental success, not as administrative overhead. This involves Aligning Departmental Goals with HR Priorities.
Critical Evaluation: This practice transforms the manager's motivation. Currently, departmental goals often focus narrowly on cost-efficiency (a Theory X focus). HR must mandate that departmental KPIs include metrics directly related to the new practices, such as:
1. Reduction in Team Grievance Filings (linked to manager compensation).
2. Achieving 100% DEI Training Completion Rate (compliance factor).
3. Positive Score on Proximity Bias Surveys (output of Hybrid-First implementation).
By integrating these HR outcomes into the manager’s performance contract, HR ensures managers are motivated to implement the changes urgently. Urgent implementation, therefore, becomes a matter of financial and career self-interest, rather than simply moral obligation (Sparrow & Hesketh, 2016). Managers must be held accountable for actively coaching teams on AI fairness and flexible work equity, rather than delegating the responsibility solely to HR. This strategic alignment turns managers into advocates and enforcers of the new, equitable workplace culture.












5. Conclusion

The high number of grievances at TaskRabbit is a clear sign that our corporate culture has failed to adapt equitably to the pressures of the gig economy, digital technology, and hybrid working. The evaluation demonstrates that contemporary practices such as DEI and Hybrid Management, supported by theories such as Herzberg's and Kahn's, offer robust solutions. To urgently rectify this, departmental managers must be held accountable, both by modelling the new ethical behaviours and by having HR priorities structurally integrated into their core performance objectives.

5.1 Recommendations
1. Mandate Leadership Training: Immediately implement mandatory training for all managers on Theory Y management principles and digital conflict resolution techniques to enhance their ability to manage hybrid teams fairly.
2. Implement Management Scorecard: Create a Grievance Prevention Scorecard that measures managers' adherence to the 'Right to Disconnect' policy and team fairness metrics, linking positive outcomes directly to quarterly bonuses to increase motivation and drive urgent action.
3. Establish Tasker-Corporate Council: Form a cross-functional council to increase transparency regarding AI implementation, allowing corporate staff to contest algorithmic decisions and restore perceived fairness and safety.













Reference List

Bandura, A. (1977). Self-efficacy: Toward a unifying theory of behavioural change. Psychological Review, 84(2), 191–215.
Boxall, P., & Purcell, J. (2016). Strategy and Human Resource Management. 4th ed. London: Bloomsbury Publishing.
CIPD. (2023). Responsible technology: An ethical framework for people professionals. London: Chartered Institute of Personnel and Development.
Gandz, J. (2021). The shifting psychological contract in the gig economy. Human Resource Management Review, 31(2), 100780.
Garton, C. (2021). The rise of proximity bias: Why hybrid work needs a radical reset. Harvard Business Review.
Herzberg, F. (1959). The Motivation to Work. New York: John Wiley & Sons.
Hayes, J., Hayes, L. & Jones, P. (2020). The HR implications of digital transformation. Journal of Organisational Transformation & Social Change, 15(1), pp. 48-61.
Kahn, W. A. (1990). Psychological Conditions of Personal Engagement and Disengagement at Work. Academy of Management Journal, 33(4), 692-724.
Kelliher, C., Richardson, J. & Boojihawon, D. (2019). The management of trust and the digital transformation of work. Human Resource Management Journal, 29(4), pp. 581-596.
Sparrow, P., & Hesketh, A. (2016). Developing a skill for strategic thinking and strategic choices. Human Resource Management Review, 26(3), pp. 248-259.
Vesala, S. & Räsänen, T. (2020). The Right to Disconnect: Emerging regulatory frameworks and organisational practices. International Journal of Law and Information Technology, 28(4), pp. 317-340.

2

image1.png
Prifysgol Cymru
% Y Drindod Dewi Sant

. University of Wales
Trinity Saint David

»




