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[bookmark: _Toc214621416]Introduction
As a newly appointed HR executive, this report will explore the key factors influencing business transformation within HSBC UK, for a new focus on digital technology trends & the adaptation of flexible working arrangements for staff that require additional consideration. 
HSBC has proactively embraced automation of systems, AI, & data analytics to improve organisational efficiency & customer experience (HSBC, 2024). Recent initiatives include the introduction of AI-driven tools such as Dynamic Risk Assessments (DRA) & AI Market technology, which have enhanced fraud detection & market insight capabilities across multiple regions (HSBC, 2024).
Additionally, HSBC continues to advance its digital payments infrastructure through new technology & automated validation systems, reinforcing its position as leader in global financial transactions (HSBC Annual Report & Accounts, 2024). 
The report will also assess how the post pandemic shift to hybrid & flexible working has affected managerial decision-making & employee retention. (Deang, 2025) stated that Internal memos were leaked from September 2025, revealing HSBC’s intention to start monitoring attendance & performance of staff which would inevitably affect staff bonuses & conduct of office-based employees across the UK. Highlighting HSBC’s emphasis on balancing flexibility with accountability (CIPD, 2023; HSBC, 2024). By analysing proposed adaptations, this report aims to demonstrate an understanding of how digital innovation & evolving work practices continue to influence engagement, leadership, & business performance within HSBC UK.
[bookmark: _Toc214621417]Digital Transformation & Organisational Change at HSBC
HSBC plans to revolutionise the HR department by streamlining employee related processes. With the procurement of new AI based technology the current operating model will be updated on a gradual roll out across the UK, this will include all high street branches & the HSBC headquarters. Going forward, managers of the operative staff will be able to monitor & compare attendance/ adherence by running live reports, ensuring alignment with HSBC’s current values ensuring our staff are delivering; customer centred support, focused & sustainable growth compared with competitors, whilst making financially safe & adaptable decisions. (HSBC, 2025). The data can also be collected for compliance & appraisal purposes. Staff who are found to be meeting the requirements of efficiency & accuracy, will be recognised & rewarded for their valiant efforts in line with the HSBC future focus initiative. 
Although software alone will not guarantee success, external experts developing the technology will need to understand our current challenges to ensure they assist in meeting our objectives. The shift in culture aligns with what is happening within the wider sector. Auditors within the financial industry such as Deloitte have also adopted AI generated workflow tools to assist with administrative duties (Deloitte, 2023).
[bookmark: _Toc214621418]Flexible Working as Key Factors Influencing Business Change at HSBC
HSBC’s flexible working strategies will demonstrate the shift towards automation. These factors will influence how staff adapt to organisational change & how effectively HR manages the transition. According to Lewin’s change management model. The first stage will be the employees unfreezing from their old work habits/ practices, this can be facilitated by clear communication from senior management & additional training prior to new digital practice completion. Without this, the proposed automation to their roles may create resistance & uncertainty for employees who lack confidence in the digital technology. HR can measure staff engagement towards the proposed changes, by cascading staff surveys before, during & after the rollout to capture feedback. The results can be used to anticipate employees’ views & remedy queries or concerns they may have. The second stage will be to change to the new technology & provide support to all employees using it. The aim is to alleviate any troubles by having the technology experts on standby during the transitional period. The third stage will be to refreeze & ensure the changes made become the new sustainable way of working for the employees. (Hussain et al.,2018)
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Model of Kurt Lewin’s three step model (Hussain et al.,2018)
HSBC will attempt to balance flexibility with accountability for employees by introducing hybrid & flexible working options, thus requiring staff to attend the office for at least part of the week, while using digital tools to track productivity. Research suggests that hybrid working improves wellbeing and engagement when employees maintain autonomy. These findings are consistent with global trends, where hybrid working has been shown to enhance autonomy, wellbeing & sustained productivity when implemented with trust-based management practices (Microsoft, 2023). The proposed changes will increase surveillance of staff, due to the data driven monitoring of office attendance. If the roll out is poorly managed the monitoring systems may create pressure and reduce trust within the workforce (Chartered Management Institute, 2024) To reduce feelings of micromanagement or being unfairly compared to their colleagues. We aim to follow Lewin’s 3rd stage of refreezing by embedding the changes gradually, reinforcing new practices positively & aligning them with our organisational values, to ensure the employees feel supported & satisfied throughout the transition. Teams & individuals will be directly impacted by the digital transformation. They may feel uneasy about the hybrid systems highlighting areas of weakness in their performance leading to increased scrutiny. However, if implemented right with clear training, the employees will benefit from time lost by manual handling of administrative duties. At a team level, enhancing data visibility will assist managers in identifying skills gaps earlier. Research from the CIPD (2023) highlights that digital transformation improves team efficiency when accompanied with strong leadership & psychological safety (Harrel, 2019). Ultimately, the success of the new roll out depends on how well HSBC manages the employee’s support throughout the transition.
[bookmark: _Toc214621419]Evaluation of Contemporary HR Practices

HR has been generally viewed as the department that most employees fear approaching. York (2021) states that 70% of employees believe HR exists within organisations solely to protect the employer from liability & tribunal claims, particularly relating to mismanaged grievances, payroll concerns, reasonable adjustment requests & disciplinary action, as a result. HR is often not trusted by employees.
The growing demand on HR services has also placed pressure on available resources, delaying support for employees who may be classed as vulnerable. To remain effective, wellbeing functions will need to expand and become more responsive to the dynamic requirements needed for compliance & protected characteristics.
Modern HR functions rely increasingly on digital systems to identify staff who may require additional support, but these tools must be used carefully. At HSBC, automated data on attendance, wellbeing indicators and performance can highlight employees who may benefit from an Occupational Health referral, supporting early intervention while ensuring full compliance with the Equality Act 2010 to reduce organisational risk. 
However, CIPD (2024) warns that poorly interpreted data can disadvantage disabled employees if monitoring is used punitively rather than supportively. Hybrid working provides more flexible options for reasonable adjustments, but only when paired with personalised OH assessments that consider the individual’s condition, environment and workload. Therefore, effective HR practice must combine technology with human judgement to ensure adjustments are meaningful & inclusive. 
Building on the need to balance technology with human decision making, AI is also beginning to reshape several core HRM practices within HSBC. For example, recruitment processes increasingly rely on automated screening tools to reduce administrative workload; however, CIPD (2023) caution that algorithmic bias may disadvantage disabled or neurodivergent candidates if systems are not closely monitored. Similarly, performance management practices now use real-time dashboards to track productivity & attendance, but managers must be trained to interpret this data in context rather than relying solely on numerical outputs. This ensures that staff with fluctuating health conditions are assessed fairly & supported appropriately. Overall, AI can strengthen HRM operations, but only when combined with transparent practice, ethical oversight & compassionate leadership. 
Bartosiak and Modliński (2022) highlight that automated decision-support systems can lead to conformist disciplinary action where managers follow algorithmic suggestions without critical judgement, signalling a risk of unfair dismissals when analytics lack human context. However, scholars warn that implementing algorithmic HR systems can unintentionally reproduce bias & overlook contextual factors unless supported by strong human oversight (Kellogg, Valentine & Christin, 2020).
[bookmark: _Toc214621420]Conclusion & Recommendations
In conclusion, HSBC’s continuous digital transformation demonstrates the advantages & challenges modern HR needs to navigate for success. AI-driven systems combined with hybrid working models can be integrated with wellbeing tools that improve efficiency, speed up early intervention & create more responsive outcomes for the end users. However, these developments require careful consideration to avoid inequality, increasing surveillance, micromanagement or bias when assessing the complex needs of disabled or vulnerable workers. HR must be mindful of all circumstances, ensuring that judgements are fair, impartial, contextual & compliant with equality laws. Modernising HR processes within HSBC will require adapting to find the middle ground between outsourcing decision-making to automated, analytics-driven systems, whilst still utilising the knowledge & experience of humans with years of expertise. The thin line between over-reliance on promising technologies & outdated people-led practices must be managed carefully to ensure trust, inclusion & long-term sustainability for all involved. As research highlights, organisations that balance digital innovation with compassionate human led decision-making are more likely to sustain employee trust and long-term performance (Kellogg, Valentine & Christin, 2020). To support staff through the transition, HSBC should introduce a structured change readiness programme. This will include short mandatory training modules, with optional drop-in tech clinics. If these services are combined with peer support networks to help the employees build confidence using the new systems at their own pace, resistance should be minimal. Change initiatives are more successful when the employees feel comfortable, supported & involved in decisions surrounding transition (CIPD, 2023) This approach removes the reliance on guesswork & ensures technology assists rather than disrupts their usual productivity/ morale. By investing HSBC can strengthen trust & minimise errors while promoting inclusivity for staff who may require additional time to adjust or tailored support.
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