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I recently joined the HR department at IWOCA LTD, a fast-growing London based fintech company known for its digital financing solutions for SMEs. During my first month, I noticed a high number of employee grievances. Most of these concerns relate to ongoing business changes, the rapid introduction of digital technologies, and the company’s hybrid working arrangements.
Fintech companies such as Iwoca must constantly adapt to stay competitive. This means new systems, new roles and frequent organizational changes (Susskind & Susskind, 2020). However, these changes can also create confusion, stress and frustration for employees (CIPD, 2022).
The purpose of this report is to explain the main factors causing these grievances, evaluate modern HR practices that could help, and discuss how managers can make sure these improvements are put in place quickly. The report finishes with recommendations to help Iwoca to reduce employee concerns and support staff during this period of growth.
[bookmark: _Toc215398607]Factors related to business transformation, digital technology and flexible working arrangements within the organisation.
[bookmark: _Toc215398608]Business transformation at IWOCA
Iwoca is expanding quickly, and this growth has led to several organisational changes. Teams are being restructured, new job roles are being created, and performance expectations are rising. These changes can make employees feel uncertain or stressed, especially when responsibilities are unclear (Rafferty & Jimmieson, 2017).
As a product lines expand and new lines expand and new digital lending capabilities are introduced, employees are expected to adjust to new workload and performance metrics.  Similar to other fintech environments, workloads intensification has emerged as a key concern, with staff reporting increased pressure to meet ambitious productivity and customer-response targets (CIPD, 2023).
Another factor is cultural shift. As Iwoca moves from a small start-up to a large organisation, the culture is becoming more structured. Some long- term employees prefer older, more informal culture, while new employees prefer to expect clearer systems and rules (Kotter,2012). Managers are struggling to balance both groups, which sometimes results in poor communication and inconsistent decisions.
[bookmark: _Toc215398609]Digital technology at Iwoca
Iwoca uses advances digital tools, such as automated credit scoring, AI systems, CRM platforms and communications tools like Slack. Although these systems help improve work speed and accuracy, they also create challenges. Some employees do not feel confident using these tools, especially those who did not previously work in fintech. Lack of digital skills often increases stress and reduces performance (Susskind & Susskind, 2020).
Furthermore, digital workloads have increased, with employees reporting expectation to respond quickly across multiple channels such as Slack, Jira and CMR platforms. Research shows that such “always on” digital cultures can lead to burnout and decreased wellbeing (Mazmanian et al., 2013).
Digital oversight is another source of concern. Iwoca utilises data-driven performance dashboards to track productivity and customer interactions, which some employees perceive as excessive monitoring. Concerns around digital surveillance are well-documented and often lead to distrust when communication. (Ball,20115)
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Iwoca offers a hybrid working model, allowing some days at home and others in the office. However, employees have reported that flexible-working decision vary between departments. Some teams allow more remote work than others, even when roles are similar. When flexible working is consistent employees can feel unfairly treated (Colquitt et al., 2013).
Remote work also creates communication issues. Some employees feel isolated or disconnected from their teams (Choudhury, 2020). Others struggle to separate work and home life, leading to long working hours and fatigue. These issues show that hybrid working needs clear rules and better support.
As a company reliant on rapid decision-making and cross-functional collaboration. Inconsistent hybrid practices can hinder operational efficiency and team cohesion at Iwoca.
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As Iwoca grows, leadership capability has become a critical factor influencing how employees experience organisational change, digital integration, and flexible working. Managers who previously operated within a small, informal start-up environment may lack training in leading larger teams, managing remote workers, or communicating complex technological changes. Research indicates that effective leadership is one of the strongest predictors of employee engagement and successful change adoption (Yulk,2023). where leadership capability varies across departments, employees may experience inconsistent guidance, unclear priorities, or inadequate support-issues that can amplify stress during periods of transformation.
[bookmark: _Toc215398612]Evaluation of contemporary HR practices to address each factor
[bookmark: _Toc215398613]HR practices for business transformation
Implementing a structured change management framework- such as ADKAR or Kotter’s model – wouldsupport employees during Iwoca’s ongoing transformation. Structured frameworks provide clarity on expected changes, reinforce communication, and reduce uncertainty (Kotter,2012).
Strengthening employee voice mechanisms is another contemporary HR practice essential for Iwoca. Regular listening groups, digital suggestion systems, and open forums enable employees to express concerns and influence decision-making. Research indicates that employee voice improves engagement during large-scale transformation (Wilkinson et al., 2020).
Additionally, HR should prioritise job redesign and job crafting to tackle role ambiguity caused by rapid organisational structures, customer demands, and digital processes can reduce uncertainty. Job crafting – where employees shape certain elements of their own task – further enhances ownership and satisfaction (Wrzesniewski & Dutton, 2001). This approach is particularly important at Iwoca, where many employees experience evolving responsibilities due to new digital lending capabilities.
Another critical practice involves strengthening leadership capability. As Iwoca shifts from a start-up to a more mature organisation, managers require training in transformational leadership, communication, emotional intelligence, and change navigation. Leadership development programmes, coaching and peer-learning groups can equip managers to support teams more effectively. Strong leadership improves trusts, reduces resistance, and fosters alignment during change (Breevaart & Bakker, 2018). Given the inconsistencies in communication and decision- making identified at Iwoca, leadership development is likely to have a significant impact.
[bookmark: _Toc215398614] HR practices for digital technology challenges
To address digital skills gaps, HR should implement continuous digital- capability upskilling programmes. This could include e-learning platforms, fintech- specific training sessions, and peer-support digital champions. Continuous skills development is particularly important in tech-driven industries (CIPD, 2023).
Iwoca should also develop a digital wellbeing policy with clear expectations about response rimes, platform use, and digital boundaries. Such policies have been shown to prevent burnout and improve work-life balance (Mazmanian et al., 2013).
Introducing transparent technology-use communication would mitigate concerns around digital monitoring. HR should clarify how performance data is collected and its intended purpose, increasing trust and reducing anxiety (Ball, 2015).
Involving employees in technology pilot testing is another contemporary practice that improves adoption and reduces resistance (Susskind & Susskind, 2020).
[bookmark: _Toc215398615]Practices for flexible working at Iwoca
A consistent hybrid working framework is essential. This should define eligibility, expected office days, communication protocols, and performance measurement criteria to reduce inconsistencies across teams (CIPD, 2023).
HR should provide remote leadership development, equipping managers with skills to maintain engagement, monitor performance fairly, and support distributed teams. Research shows that e-learning requires distinct competencies, particularly around communication and trust (Contreras et al., 2020).
Wellbeing support is another critical HR practice. This includes mental health resources, ergonomic home-working support, and structured check-ins. Effective hybrid models integrate wellbeing into policy design (Choudhury, 2020).
Finally, HR should broaden the range of flexible work options to ensure fairness for employees whose roles cannot be remote. These may include fairness for employees whose roles cannot be remote. These may include compressed hours, flexitime or job-sharing arrangements.
[bookmark: _Toc215398616]Ensuring implementation of practices by departmental managers 
Departmental managers play a central and highly influential role in ensuring that contemporary HR practices are embedded effectively, consistently and at pace within Iwoca. Their position at the intersection between strategic decision-making and day to day operations makes them critical agents of change. To deliver successful implementation, managers must adopt structured approaches supported by measurable targets and practical strategies.
The first requirement is clear and consistent communication. Managers must be able to articulate for organisational changes, technological upgrades, and flexible- working arrangements in a way that is accessible and meaningful to employees. Kotter (2012) emphasises communication as one of the most important enablers of successful change, arguing that repeated, transparent messaging helps employees to understand the need for change and reduces resistance. At Iwoca, this could involve daily stand-ups for quick updates, weekly team meetings for more detailed discussions, and digital communications platforms such as Slack or email for reinforcing messages.
Targets:100%of employees to receive and acknowledge all HR and organisational updates.
Strategies: implement structural communication plans, create message templates for consistency, and use read- receipt functionalities to track engagement.
Second, managers must establish strong accountability mechanisms. These are essential for ensuring that new HR practices are not only communicated but actively followed. Accountability may include monitoring the completion rates of digital- skills training, documenting flexible- working decision to ensure transparency, and regularly reviewing team performance data. Burnes (2020) suggests that accountability significantly reduces inconsistency and strengthens compliance with organisational expectations.
Targets: 95% completion rate for all mandatory training within required deadlines.
Strategies: introduce automated dashboard to track compliance, schedule monthly reviews with HR, and integrate accountability metrics into performance appraisals.
Third, effective implementation relies on collaborative working between departmental managers and HR. Regular interactions allow for early enable early identification of potential issues such as workload imbalance, conflict, or declining engagement. HR analytics – covering areas such as turnover rates, sickness absence, and productivity- can provide evidence-based insight, enabling managers to target interventions more precisely.
Targets: monthly manage-HR consultation meeting for each department.
Strategies: develop a standardised HR analytics report, flag at- risk indicators, and assign action plans with follow-up timelines.
Fourth, managers must role-models the behaviours they expect from their teams. This includes demonstrating responsible use of digital tools, embracing hybrid-working guidelines, supporting wellbeing initiatives, and maintaining professionalism in communication. Brevaart & Baker (2018) emphasise that employees closely observe managerial behaviour, and consistent role modelling helps embed desired organisational values.
Targets: improvement in employees survey scores relating to trust, leadership, and manager behaviours.
Strategies: introduce 360- degree feedback processes, provide coaching for managers, and link behavioural expectations to leadership competencies.
Fairness and equality form another vital implementation factor. Managers must apply flexible working polices and performance standards consistently to avoid perceptions of favouritism or bias. Training in inclusive decision-making and awareness of unconscious bias can support objective and equitable decision m-making (Colquitt et., 2013).
Target: zero upheld grievances relating to unfair managerial decision- making.
Strategies: require documentation for flexible working decision, implement regular audits by HR, and ensure managers complete equality, diversity and inclusion (EDI) training annually.
Finally, departmental managers must commit to continuous professional development. As workplace expectations evolve – particularly around digital leadership, people management, conflict resolution, and organisational change- managers need to build capability to lead effectively. The CIPD (2022) links strong managerial capability with the successful embedding of HR practices and positive and positive employee per year.
Targets: all managers to complete an annual development plan and at least two relevant training modules per year.
Strategies: provide structured learning pathways, create peer-learning communities, and offer access to coaching or mentoring programmes. 
The effective implementation of HR practices at Iwoca depends on departmental managers communicating clearly, maintaining accountability, collaborating with HR, role-modelling desired behaviours, applying fairness and continuously developing their own skills. By aligning these actions with explicit targets and strategies, managers can create a consistent, transparent, and supportive environment that enables HR practices to be embedded successfully across the organisation
[bookmark: _Toc215398617]
Conclusion and Recommendations

The rise in grievances at Iwoca reflects the pressures associated with rapid business transformation, advanced digital technology adoption and hybrid working models. While these factors are integral to Iwoca’s success as a fintech leader, they require structured HR interventions and strong managerial oversight to reduce employee stress, maintain fairness and support performance.
To address these challenges, Iwoca should implement a formal change- management model to guide transition across departments, enhanced digital-skills training and clear digital-wellbeing guidelines will help employees adapt to evolving systems. Standardising hybrid-working arrangements, supported by consistent managerial practice, will promote equity and stability. Strengthening communication channels and employees-voice mechanisms will foster trust and early issue resolution. Leadership development will improve managers’ capability to support teams effectively. Finally, HR analytics should be used to identify emerging risk and guide timely interventions.
These actions will help Iwoca reduce grievances, enhance employee morale and contribute to sustainable organisational growth in a competitive fintech environment.
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