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Introduction
“Lloyds Pharmacy was founded in 1973 when pharmacist Allen Lloyd purchased his first pharmacy in Polesworth, Warwickshire. Over the next two decades, the company would grow through acquisitions of independent pharmacies and regional groups, before being purchased in 1997 by Celesio AG, who had bought AAH Pharmaceuticals and the Hills Pharmacy group two years previously. Celesio were in turn purchased by McKesson Corporation in 2014.” (PharmData.co.uk, 2026).
Lloyds Pharmacy must modernise both its operational and HR practices. HR plays a crucial role in helping the organisation adapt by improving talent acquisition and retention, strengthening diversity, equity, and inclusion (DEI), and implementing contemporary HR approaches.
This report examines the key HR challenges Hilton faces as it adapts to rapid technological advancement. It also focuses on four other areas:
· Talent acquisition and retention, ensuring Lloyds Pharmacy can attract and keep a digitally capable workforce.
· Diversity, Equity, and Inclusion (DEI), supporting an inclusive culture that strengthens innovation and adaptability.
· Contemporary HR practices, evaluating modern approaches 
· Managerial implementation, assessing how departmental managers can urgently apply these contemporary practices to support organisational transformation

HR Challenges in Meeting Technological Advancement

One of the most pressing challenges associated with technological advancement is the widening skills gap within the pharmacy workforce. Many employees lack the necessary technical competencies to operate new platforms, AI‑based tools, and automated processes. “According to a recent survey, 45% of pharmacy employers have integrated AI systems into their workflows, reshaping job requirements” (https://research.com/advice/ai-automation-and-the-future-of-pharmacy-degree-careers)

As people now need to keep learning from advancement in technology, HR need to build a culture where employees see learning new skills as a normal, ongoing part of their job. 
Challenges
Skills shortage in digital capability roles
Pharmacy technicians, pharmacists, and store staff now need good digital skills to use automated dispensing machines, online health systems, and robots. There is strong competition for people with these digital skills across both healthcare and retail



Talent Acquisition and Retention
“Talent management is the process whereby organisations seek to attract, identify, develop, engage, retain and deploy individuals who are considered particularly valuable to an organisation (CIPD, 2017b)” (Lecture slide – workforce planning, page 24)
As Lloyds Pharmacy becomes more advanced with technology, it needs four main types of skills from its workforce

Table 1
	

Sadlers (1993) theory suggests there are 4 main categories of talent:

	

	
	Specialist expertise


	
	Ability to lead


	
	Business-getting talent


	
	Hybrid talent (a combination of the others)


	
	


(Lecture slide – workforce planning, page 25) Sadler, P. (1993). Managing Talent: Making the Best of the Best. London: Century Business


Table 2
	





Specialist Expertise

	This includes strong technical and clinical knowledge that is needed to run Lloyds Pharmacy safely and efficiently such as:


	· 
	Pharmacists with advanced clinical and prescribing skills


	· 
	Pharmacy dispensers trained in computer and automated dispensing


	· 
	IT and digital specialists supporting e-prescriptions and stock systems


	Having specialist knowledge for the Pharmacist and the Dispenser helps make sure rules are followed, medicines are used safely, and digital systems are used correctly



	





Ability to Lead

	Good leadership is important for motivating teams, improving results, and handling change well. This includes:


	· 
	Store managers and regional managers


	· 
	Operational leaders overseeing technology rollouts


	· 
	Project leaders implementing digital transformation


	Strong leadership within the Lloyds Pharmacy organisation will increase staff retention, accelerate technology adoption, and ensures consistency across all Lloyds branches


	





Business‑Getting Talent

	These individuals drive growth, customer engagement, and service expansion. Examples:


	· 
	The pharmacy teams promoting new NHS and private clinical services


	· 
	Staff members or leaders who manage local GP relationships


	· 
	Business development staff and marketing teams


	

	





Hybrid Talent

	Hybrid talent combines specialist knowledge, leadership capability, and commercial awareness. Examples:


	· 
	Store managers who understand clinical operations and business performance



	· 
	Pharmacists who lead teams and grow service uptake


	· 
	Digital project leads with clinical and operational knowledge


	People with both clinical and digital skills will help Lloyds Pharmacy to change faster by linking medical, technology, and business needs





Challenges:
Lloyds Pharmacy faces people related challenges that make it hard to modernise and improve performance. There can be a limited number of digitally skilled workforce, which can slow down automated dispensing, data analysis, and the use of new systems. This can also slow down digital progress, reduce productivity, and increase recruitment and training costs. 


DEI
“Diversity, equity, and inclusion (DEI) are values that help create fairer, more accessible workplaces for all. By acting on DEI values, organizations can support individuals of different ethnicities, religions, abilities, races, sexual orientations, gender, political perspectives, and backgrounds” (https://www.imd.org/blog/management/what-is-dei/)
The Pharmaceutical journal suggests that “The UK pharmacy workforce is inherently diverse, with a high proportion of pharmacists from Black, Asian and minority ethnic backgrounds, significantly above the national population average. For example, 43.3% of pharmacists in NHS trusts are from minority ethnic backgrounds, compared to 18% of the general population” (https://pharmaceutical-journal.com/article/ld/tips-for-building-an-inclusive-pharmacy-workforce)
Lloyds Pharmacy will need to ensure that they support the different types of people who work there. This means creating a workplace where everyone feels included, giving fair chances for career progression, and using recruitment processes that reduce bias. These actions are important because the pharmacy sector has a very mixed and diverse workforce, and Lloyds Pharmacy hires from this wider sector. 
Lloyds Pharmacy faces several DEI challenges. Managing a workforce made up of many different backgrounds means the organisation must show cultural awareness and treat everyone fairly in every role. Across the pharmacy sector, women and minority groups are still under‑represented in leadership, which can affect employee confidence and limit career progression.
Evaluation of different contemporary HR practices
“Contemporary HR practices give organisations new and modern ways to deal with fast technological changes, staff shortages, and rising expectations for fairness and inclusion” (SHRM, 2025; McKinsey, 2025).
 For Lloyds Pharmacy, using modern HR methods is important. These approaches help improve staff skills, keep employees for longer, and support the company as it continues to change and develop
Below is a list of contemporary HR practices that Lloyds Pharmacy can use:

· Technological advancement
· Data driven Talent acquisition & retention
· DEI 
· Health and wellbeing

Technological advancement
Using tools like e‑learning, and digital programmes can help employees quickly update their clinical and digital skills in flexible ways.
Strengths:
Helps staff keep up with new pharmacy technologies such as e‑prescriptions and automated systems. Reduces digital skill differences between pharmacists, technicians, and support teams. Builds a culture of constant learning, which is important as digital change increases.
Weakness:
Requires money and investment in online learning systems. Staff with low confidence in using technology may find it challenging at first
Continuous learning and digital upskilling focus on ongoing training through short, flexible online methods. This helps staff adapt to new pharmacy technologies, reduces digital skill gaps, and supports a culture of continuous learning. However, it requires investment in digital platforms, and some employees may struggle if they lack confidence with technology.

Data Driven Talent acquisition 
This approach enhances decision making by using real‑time data, structured assessments, and predictive insights to select talent more efficiently and fairly.
Strengths
AI matching, and live candidate tracking can significantly reduce recruitment process. Data analytics highlight candidate capabilities, such as digital literacy and adaptability, that may not appear in traditional CV reviews.
Weakness
AI tools must be monitored. Requires HR training to interpret recruitment data.
Data‑driven talent acquisition can help HR hire people faster, more fairly, and with better quality. By using HR analytics, AI tools, and digital recruitment platforms, Lloyds Pharmacy can make smarter and more objective hiring decisions. However, to get the full benefits, the company needs to make sure AI is used responsibly and that HR staff are trained to understand and use recruitment data correctly.

DEI – Blind recruitment

‘Blind recruitment’ is a strategy used to remove unconscious bias and promote inclusivity in the workplace” (https://www.peoplehr.com/en-gb/resources/blog/how-blind-recruitment-software-can-optimise-your-recruitment-process/)
Blind recruitment emphasises in removing bias by anonymising CVs, using diverse hiring panels, and applying structured interviews. By removing personal identifiers (e.g., name, gender, ethnicity, address), blind recruitment reduces the influence of unconscious bias at the early screening stage and ensures candidates are assessed on merit.


Strengths

Increases fairness in selection. Helps address underrepresentation of women and ethnic minorities in senior roles. Supports compliance with equality legislation.




Weakness

While anonymised CVs reduce bias early on, bias can still occur during interviews. Some positions, such as Pharmacists and Dispensers, require practical examples, case studies, or portfolios. These materials may reveal aspects of a candidate’s background or identity
 
This approach helps promote consistent, objective evaluations and minimise the influence of individual or group bias throughout the selection process.

Wellbeing & Mental Health Support
In a pharmacy setting, the pressure of patient demand, staffing shortages, and long working hours can cause stress and burnout. Contemporary HR practice should place wellbeing at the centre of their workforce strategy.

Strengths
Reduces sickness absence and burnout, helping staff maintain healthier and more sustainable workloads. Improves morale and job satisfaction. Supports staff retention.
Weaknesses
Requires investment in wellbeing platforms, resources, and training. Benefits can be difficult to measure immediately

Critical evaluation for managers to implement
For contemporary HR practices to have meaningful impact, managers play a central role. Managers are responsible for operationalising the policies. At Lloyds Pharmacy managers must adopt to ensure these practices are implemented urgently and effectively.

Technological advancement
Managers must ensure staff engage with digital learning platforms and new technologies. This involves, embedding e-learning modules and microlearning into weekly rotas. Allocating protected learning time so training does not compete with operational pressures. Monitoring completion rates and identifying staff needing extra support. They can use KPIs to monitor training progress and implement action plans.
The key risk in Technological advancement is resistance from staff who lack confidence with technology. To overcome this, managers must offer coaching, pair less experienced employees with digitally confident colleagues, and create a supportive environment that encourages learning. 



Data Driven Talent acquisition 
Managers play a critical role in applying data‑driven recruitment and retention practices at a local level. Although HR leads on strategy, managers strengthen decision making by supplying insights on turnover, skill gaps, and candidate quality. 
To accelerate adoption, managers can introduce urgency measures such as setting specific recruitment targets, prioritising data driven shortlisting during vacancies, and holding weekly “talent overview” meetings.
A key challenge is manager competence in interpreting HR data. Misinterpretation may lead to poor hiring decisions or over reliance on AI outputs. 

DEI – Blind recruitment

Managers have a vital role in ensuring that Diversity, Equity and Inclusion (DEI) practices are fully integrated into everyday recruitment and decision making. This involves training interview panels on structured scoring methods and bias mitigation techniques, using anonymised CVs as the default screening approach where role‑specific materials allow, and ensuring gender and ethnic diversity on selection panels whenever possible.
Introducing DEI compliance checklists prior to shortlisting or interview stages and regularly reporting diversity data to identify local trends and areas of underrepresentation. 

Wellbeing & Mental Health Support
Managers must play a significant role in supporting staff wellbeing and must proactively monitor workloads, redistribute tasks during periods of high pressure, and carry out regular wellbeing check‑ins. They should also promote mental health resources such as employee assistance programmes and organisational support services to ensure staff know how to access help.
To accelerate wellbeing improvements, managers can implement urgent measures such as conducting immediate stress risk assessments when sickness absence rises, responding quickly to early signs of burnout such as declining performance, irritability, or fatigue and developing short‑term action plans to reduce excessive workload. 
Wellbeing initiatives often fail when managers treat them as optional extras. 



Conclusion
To stay sustainable, the organisation must modernise its HR approach by strengthening digital capability, improving talent acquisition, and embedding continuous learning. A strong focus on DEI is also essential to address workforce diversity and leadership inequalities.
Contemporary HR practices such as digital upskilling, data‑driven recruitment, blind hiring, and improved wellbeing support  offer practical solutions. However, their success depends on how effectively managers apply them. Managers play a crucial role in promoting digital learning, using structured and unbiased recruitment methods, interpreting HR data, and supporting staff wellbeing in demanding environments. 

Recommendation
Lloyds Pharmacy should modernise its workforce by strengthening digital skills, improving recruitment, and supporting staff wellbeing. 
Key actions include:
By using data‑driven and bias‑free recruitment practices, Lloyds can hire staff with strong digital capability while ensuring fairness and inclusivity. Continuous digital training, supported by protected learning time, will help staff build confidence and adapt to evolving technologies. Strengthening DEI through blind screening, structured interviews, and diverse panels ensures more equitable opportunities for all candidates. Improving wellbeing by redesigning rotas, monitoring stress levels, and offering mental health support creates a healthier and more resilient workforce. To make these changes sustainable, managers must lead by example using people analytics to inform decisions, supporting ongoing training, and embedding DEI and wellbeing principles into everyday practice.
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