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INTRODUCTION 

This report examines how business transformation, digital technology trends, and flexible working arrangements are affecting people management and employee grievances at TeamProtect Services Ltd, a London-based concierge, security, and hospitality company. The report is written from the perspective of a newly appointed HR professional who has identified a high number of grievances during the first month in post (ACAS, 2023). These grievances appear closely linked to recent organizational changes and highlight the need for stronger HR practices and clearer management approaches.
Business transformation at TeamProtect involves changes to service delivery, organizational structures, and workforce expectations in response to competitive pressures and the demand for high-quality services. Digital technologies are being introduced to improve recruitment, scheduling, performance monitoring, and HR administration, while flexible working arrangements support 24/7 operations and employee work–life balance (CIPD, 2023). Although these changes align with contemporary HR thinking (Armstrong, 2020; Ulrich et al., 2020), they also create risks such as uncertainty, resistance, and perceived unfair treatment if not managed effectively (Armstrong, 2020; Ulrich et al., 2020).
Drawing on current HR literature, the report explains key organizational factors, evaluates relevant contemporary HR practices, and critically assesses the role of departmental managers in ensuring effective and timely implementation. The report concludes with practical recommendations aimed at reducing grievances and supporting sustainable people management at TeamProtect.
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[bookmark: _Toc217179965]1.1 BUSINESS TRANSFORMATION AT TEAMPROTECT
TeamProtect operates in a competitive London market where clients expect high standards of security, concierge, and hospitality services. Business transformation in this context involves changing how services, structures, and roles are organized to improve efficiency and customer focus (Ulrich et al., 2020). The organization is moving away from traditional paper-based and supervisor-led systems towards more standardized and performance-driven ways of working. This includes clearer service-level agreements, updated procedures, and a stronger focus on measurable results.
A key factor in this transformation is role redesign and restructuring. Job roles for security officers, concierge staff, and supervisors are being adjusted to improve flexibility and coverage. In some cases, responsibilities are combined or reporting lines are changed. While this can improve efficiency, it may also create anxiety among employees about workload, job security, and skills requirements if changes are not clearly explained.
Another important factor is the increase in performance expectations and cultural change. Transformation often introduces clearer performance measures such as punctuality, quality of incident reporting, customer feedback, and compliance with procedures (Armstrong, 2020). Employees may feel under pressure if they believe expectations are increasing without enough support or training, which can lead to stress-related grievances.
Change management and communication also play a major role. When changes are introduced quickly without proper consultation, trust can be damaged. Employees are more likely to raise grievances if they feel changes are imposed on them rather than discussed with them. HR literature highlights that poorly managed transformation can reduce engagement and increase conflict, while well-managed change can improve alignment between employees and organizational goals (Ulrich et al., 2020).
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TeamProtect is increasingly using digital technology to manage recruitment, scheduling, time and attendance, incident reporting, and HR records. This reflects wider UK trends in digital HR systems and workforce analytics (Armstrong, 2020). Common technologies include online application systems, digital rotas, clock-in tools, and electronic performance dashboards. These systems aim to improve accuracy, speed, and transparency.
However, digital recruitment and selection can create challenges. Online applications and automated screening may feel impersonal to candidates, especially if selection criteria are unclear or systems are difficult to use. Poor communication during digital recruitment can lead to complaints and damage the organization’s reputation (Armstrong, 2020).
Scheduling and time-recording systems can also cause grievances. While digital rotas reduce manual errors, disputes may arise if systems are not user-friendly or if shift changes are communicated late. Errors in recorded hours or pay linked to digital systems are a common source of formal grievances (ACAS, 2023).
The adoption of digital platforms has also enabled real-time feedback and performance monitoring, which can streamline HR processes and support data-driven decision-making. Nevertheless, it is essential for TeamProtect to balance technological efficiency with a human-centered approach to ensure employees feel valued and understood. Providing comprehensive training and clear communication about the purpose and limits of digital tools can help minimize resistance and foster a sense of trust in new systems. 
In addition, increased monitoring through data such as lateness reports or response times can cause concerns. While data supports informed decision-making, employees may feel over-monitored or unfairly judged if data use is not explained clearly, leading to complaints about trust and fairness (Armstrong, 2020; Townsend et al., 2020).
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As a 24/7 concierge and security provider, TeamProtect relies on flexible working patterns, including variable shifts, night work, part-time roles, and on-call arrangements. Flexible working has expanded to meet client needs and employee expectations for better work–life balance (CIPD, 2022). Arrangements may include rotating rotas, part-time contracts, flexible start and finish times, and limited remote work for HR staff.
While flexible working can improve motivation and retention, it can also lead to grievances if managed poorly. Employees may perceive favoritism in rota allocation if criteria are unclear (Wilkinson et al., 2020). Workload and overtime issues can also arise, with some staff feeling pressured to work extra hours while others feel they receive too few shifts.
In the UK, eligible employees have a legal right to request flexible working, and poor handling of requests can lead to formal grievances or legal disputes (UK Government, 2023). Clear HR policies and consistent management are therefore essential to ensure flexibility supports both organizational needs and employee wellbeing.

[bookmark: _Toc217179968]2. Evaluation of contemporary HR practices to address each factor
[bookmark: _Toc217179969]2.1 HR practices for managing business transformation.
To address transformation-related grievances, contemporary HRM suggests strategically aligned and people-centered practices (Ulrich et al., 2020).
Key practices include:
· Strategic communication and employee involvement: Regular briefings, Q&A sessions, and structured consultation forums can help staff understand the rationale for change, how it affects them, and how their feedback will be used. Evidence shows that involving employees in shaping new processes increases acceptance and reduces resistance (Armstrong, 2020; Kotter, 2018).
· Change-focused learning and development: Training on new procedures, customer service standards, and leadership skills for supervisors supports smoother implementation. Coaching and mentoring can help staff adapt to new expectations and reduce anxiety (Armstrong, 2020).
· Clear role profiles and performance management: Up-to-date job descriptions, clear objectives, and fair appraisal processes help employees understand their responsibilities within the new structure. Modern performance management emphasizes regular one-to-one conversations, feedback, and development planning, instead of relying only on annual reviews.
These practices are effective because they reduce uncertainty, promote fairness, and show that the organization invests in employees during change, which research links to higher engagement and lower grievance rates (Ulrich et al., 2020).
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Contemporary HR practice focuses on integrating digital tools while maintaining a positive employee experience. Key practices include:
· Digital skills training and support: Short, practical training sessions on using scheduling software, HR self-service portals, and reporting tools help staff and managers feel competent (CIPD, 2023). Providing guides, helplines, and named “digital champions” within each department enables peer support and reduces frustration (Armstrong, 2020).
· Transparent policies on data and monitoring: Clear policies explaining what data are collected, how they are used, and how privacy is protected are essential. Involving employees and trade union or staff representatives when designing these policies can build trust and reduce concerns about misuse of monitoring (Armstrong, 2020; Townsend et al., 2020).
· Fair and inclusive digital recruitment: Using structured application forms, competency-based interviews, and consistent scoring criteria supports fairness. Combining digital tools with human judgement, for example using video interviews followed by in-person assessments, can reduce bias and improve candidate experience.
These practices align with the concept of “e-HRM”, where technology supports strategic HR goals while respecting employee dignity and legal standards. Research indicates that successful digital HR implementation requires both technical solutions and strong change management (Ulrich et al., 2020).
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To manage flexible working effectively, HR must design fair policies and support managers in applying them consistently.
Relevant practices include:
· Formal flexible working policies and procedures: Clear guidelines on requesting flexible working, criteria for decision-making, timescales, and appeal processes help ensure compliance with UK legislation and reduce perceptions of unfairness (UK Government, 2023). Written policies also help managers handle cases consistently and transparently.​
· Fair scheduling and rota management: Using clear principles for shift allocation (e.g. rotation, preferences where possible, consideration of caring responsibilities) and communicating these rules openly can reduce conflicts. Modern HR practice encourages involving employees in rota planning where feasible to increase ownership and satisfaction (Armstrong, 2020; CIPD, 2022).
· Wellbeing and workload management: HR can promote practices such as regular rest breaks, maximum shift lengths, and monitoring of overtime levels. Access to employee assistance programs or wellbeing resources is increasingly common in organizations dealing with high-pressure roles such as security and hospitality.
These practices are effective because they balance operational flexibility with employee rights and wellbeing, which research links to improved retention, lower absence, and reduced conflict (Armstrong, 2020).
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Even well-designed HR policies will not succeed unless departmental managers implement them effectively. At TeamProtect, supervisors and managers are the main link between HR policies and employees, meaning their behaviour has a strong influence on employee experiences and grievance levels. During periods of change, poor managerial implementation can quickly undermine trust and increase conflict.
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Departmental managers must have clear expectations regarding their people-management responsibilities. These include managing grievances, supporting flexible working, and using digital HR systems correctly. Setting these responsibilities within performance objectives and reviewing them regularly encourages accountability and consistent behaviour (Ulrich et al., 2020). However, in practice, many managers at TeamProtect face heavy operational pressures, which can limit the time available for people management. This can delay implementation and increase employee frustration.
Strong leadership is essential for urgent implementation. Managers should demonstrate visible commitment to new HR practices by attending training, supporting HR initiatives, and modelling expected behaviours. They must also communicate the importance of fairness, respect, and transparency when making decisions about rotas, performance, and organizational change (Armstrong, 2020). Without this leadership, HR initiatives may be seen as symbolic rather than genuine, reducing employee confidence in management.
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Many line managers in the security and hospitality sector are promoted based on technical competence rather than people-management skills. To implement contemporary HR practices effectively, managers need targeted development in key areas. These include conducting fair performance reviews, managing flexible working requests, using digital HR systems accurately, and handling difficult conversations before issues escalate into formal grievances.
Research highlights that line manager capability is a critical factor in successful HR implementation (Armstrong, 2020). Training programmes, coaching, and access to HR advice can support managers in applying new practices quickly. However, training alone is insufficient. Managers also require ongoing support from HR and senior leaders to apply learning confidently in real workplace situations, particularly when dealing with conflict or sensitive issues (Beardwell and Thompson, 2017).
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Managers play a central role in applying the principles of communication, coordination, cooperation, and collaboration to support change. Effective communication involves regular team briefings and one-to-one discussions to explain changes and address concerns promptly. Coordination with HR and payroll is essential to ensure consistent application of policies, especially where staff work across multiple sites.
Encouraging employee voice through consultation helps identify problems early and reduces the need for formal grievances (ACAS, 2023; Wilkinson et al., 2020). When managers listen and involve employees in problem-solving, trust is strengthened. In contrast, dismissive or defensive management behaviours may push employees to escalate concerns, increasing conflict and damaging working relationships.
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Given the high volume of grievances, managers must prioritize actions with immediate impact. These include clarifying rota allocation rules, correcting known issues with digital systems, and holding short listening sessions with teams. However, urgent implementation carries risks if changes are rushed. Managers must balance speed with fairness by testing new approaches, gathering feedback, and refining processes to avoid unintended consequences (Kotter, 2018; Ulrich et al., 2020)

[bookmark: _Toc217179977]CONCLUSION AND RECOMMENDATIONS
TeamProtect Services Ltd is experiencing significant business transformation driven by competitive pressures in the London Concierge, security, and hospitality market. While digital HR tools and flexible working arrangements offer clear benefits, they have also contributed to increased employee grievances (Armstrong, 2020; CIPD, 2023). Key issues include uncertainty around roles and performance expectations, difficulties with digital systems, and perceived unfairness in shift allocation and flexible working decisions (Armstrong, 2020; Ulrich et al., 2020).
The report demonstrates that contemporary HR practices such as clear change communication, structured performance management, digital skills training, transparent data use, and fair flexible working policies can reduce these challenges. However, their success depends heavily on effective implementation by departmental managers, supported by HR and senior leadership (Ulrich et al., 2020).
To reduce grievances, TeamProtect should strengthen change communication, train and support line managers, formalize flexible working policies, encourage employee voice, and monitor grievance trends. These actions will support fair people management and long-term organizational performance.
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