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Lloyd’s Bank is known as one of the largest clearing banks of England with its operations in the retail and commercial bank. The bank was established in 1765 by John Taylor and Quaker in Birmingham. For more than two centuries, the bank observed a steady growth with consistent modernisation of its operations (Pohl, 2013). However, the massive expansion in its operations was observed mainly in the nineteenth and twentieth century. This is mainly because a range of mergers and acquisitions had been observed since 1995. Lloyd’s Bank was initially merged with Trustee Savings Bank in 1995 and operated with the name of Lloyd’s TSB Bank plc until late 2013. Later, in 2009, another acquisition of Halifax Bank of Scotland (HBOS) and Lloyd’s TSB was observed to develop the principle subsidy of Lloyd’s Banking Group (Lloyd’s Banking Group, 2014). As far as the retail operations are considered, Lloyd’s Bank is reported as the largest retail bank in Great Britain. An extensive network of Automated Teller Machines (ATMs) and branches have been established around the country. In addition to this, the bank also provides services to its customers in Scotland through the Bank of Scotland. The bank offers 24 hours of online and phone banking support with excellent customer services. According to a report of 2013, the bank serviced more than 16 million customers and small businesses. The bank has also observed an overseas expansion and as of now, it operates in more than 45 countries across the globe with more than 45,800 employees (Pohl, 2013). 
[bookmark: _Toc39500328]Challenges about human resources
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Human Resource Management (HRM) is one of the most critical business functions of any organisation. The research highlights that HRM can particularly influence customer services. Specifically, for an organisation like Lloyd’s, it is of particular importance as customer response is spontaneous in the banking industry (Neupane, 2014). Therefore, it is of utmost importance for Lloyd bank to ensure the quality, retention and engagement of its human resource. 
An overview of the case and available information about the organisation reveals the following critical challenges concerning human resource: 
[bookmark: _Toc39500330]Talent management 
As demonstrated earlier, customer services are crucial to ensure the steady growth of any financial institutes. For effective customer services, the organisation must have a talented staff with a high level of motivation. In this regard, the talent management strategy helps to recruit, develop and retain top talent from the available pool (Gratton et al., 2011). This also helps the companies to maintain a competitive advantage. Currently, talent management is one of the key problems faced by Lloyd Bank. This is primarily because of a widening skill gap in the job market. According to the PwC survey, 70 per cent management of the financial institutes consider unavailability of key skills as a major upcoming challenge (Schuler and E. Jackson, 2014). This is further supported by an extensive advancement in technology. This requires and creates new positions in banks such as data scientists. Therefore, talent management would be one of the key HRM challenges of Lloyd’s Bank. 
[bookmark: _Toc39500331]Retention 
Another major HRM challenge that is being faced by the whole banking industry in general and Lloyd Bank in specific is retention. Organisations spend a substantial amount on the recruitment, training and development of the employees (Neupane, 2014). In this scenario, a low rate of retention will not only affect the financial efficiency but will also affect the service level negatively (Gratton et al., 2011). This challenge is likely to be driven by various primary issues such as pay gaps, employment conditions, organisational culture, and other engagement strategies. 
[bookmark: _Toc39500332]Diversity management 
The dynamics of modern businesses have established diversity as one of the core HRM challenges. The same is the case with Lloyd Bank. It operates in various regions across the country and even around the globe with more than 45,000 employees (Pohl, 2013). Managing diversity and maintaining efficiency through a centralised policy is one of the key challenges faced by the bank. 
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As discussed earlier, extensive advancement in technology has enhanced the dynamicity of each sector and banking has no exception. From the typically banking operations to the practices of recruiting and training people, everything has observed an advancement in the past few years. The outlook is ever-changing (Masum, Azad and Beh, 2016). If this is specifically analysed in related to HRM policies, these would also require a consistent review to stay competitive. In light of this, robust and progressive HRM policies would be those that are developed through consistent review and are continually improved (Yen, 2013). The purpose of continuous improvement is to stay in-line with the changes observed in the sector. 
For Lloyd bank, in related with key challenges that have been discussed in the earlier section, HRM policies of robust and progressive nature are inevitable. Ideally, the objective of HRM policies is to set the standard operating procedures to manage strategic operations (Aktar and Pangil, 2018). The purpose of HRM is typically to provide skilled, engaged and motivated resources for the business. In each of its core function, technology plays a critical role. For instance, in the case of recruitment, several advancements can be counted in recent time. Instead of exploring candidates through referrals and advertisements in the newspapers, social media is being used effectively (Yen, 2013). This does not only save a lot of recruitment cost but will also improve the robustness of the process. In other words, the company will have a better and effective reach to skilled human resources. Similarly, the development and performance of the employees are now critically dependent on technology (Masum, Azad and Beh, 2016). Therefore, it can be argued that HRM policies should be essentially linked with key market trends. This will help to improve the progressiveness and robustness of the HRM policies. 
For Lloyd Bank, although the company enjoys a better position in the market of England, this position is not likely to be maintained easily. This is mainly because competitors will always have a keen eye on each move of the company (Pollitt, 2013). Similarly, for the HRM, problems that have been mentioned in the previous paragraphs may result in decreased retention. This calls for the need for a consistent review of HRM policies. Using a consistent review and monitoring mechanism, the organisation would be able to identify gaps in the existing policies before a wider dissatisfaction of the employees (Masum, Azad and Beh, 2016). For instance, employees might be having problems with their timings. In this scenario, if the organisational culture is restricted, it will not allow the employees to raise their voice openly. Nonetheless, in this particular situation, an effective monitoring mechanism will tend to understand the root cause of the problems (Yen, 2013). Based on this, important changes in the policies can be initiated to improve the progressiveness of the HRM process. 
Lloyd’s will also require a robust and progressive HRM policy to meet the varying needs of contemporary markets. As mentioned earlier, the technical outlook and social needs of the market are continuously evolving (Gratton et al., 2011). In this regard, the HRM of the financial institutes must also have the capability to source employees with relevant skillset. In addition to this, the HRM policies may also have the capability to train, develop and engage the staff. This will alternatively help to improve customer services (Fahim, 2018). Besides, this is also argued to have a positive impact on the innovation capability of the organisation. For instance, with a robust set of policies, the organisation would be continuously upgrading its strategies and resources. This develops a culture of innovation throughout the organisation (Alfes et al., 2013). Eventually, this culture will not only improve the performance of the HRM function but will also improve the performance at an organisational level. 
Based on the discussion, it can be concluded that robust and progressive HRM policies are critical to ensure consistent growth of Lloyd Bank. Moreover, the policies on these lines will also help to better engage, train, and develop the resources as future leaders. 
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HRM strategy is defined as the direction and overall plan of a business to manage its human capital. For a successful HRM strategy, its alignment with the business objective is necessary. For instance, if an organisation has an objective to improve its innovation capability, the HR planning, recruitment and selection strategy must be in-line with this objective (Purcell, 2014). In other words, the efforts towards the common objective of the organisation must be reflected at each stage to achieve the desired aims. HRM strategy is argued to have critical support towards business objectives. In developing and managing an effective HRM strategy, three typical stages of the HRM process are required to be reviewed. This includes planning, recruitment and selection (Patterson et al., 2010). For the chosen company under consideration, the following sections of the paper present a link between these stages and HRM strategy: 
[bookmark: _Toc39500337]HR Planning 
The HR planning process typically includes the steps for its alignment with business objectives. Each company operates with certain strategic objectives. The planning process in HRM reviews theses business objectives. Based on the objectives, planning for recruitment and selection is carried out (Monks et al., 2013). Before 2009, Lloyd Bank had problems with its basic planning structure. This has been identified by its new HR Director, Suzy Black. Right after joining her role, Suzy worked on getting the basic right. It had been observed that the prime objectives of the bank revolved around the improvement in market share and customer satisfaction (Jottedlines, 2014). On the other hand, the HRM strategy of the company had its direction based on generic pillars. The HRM strategy never specifically reviewed the business objectives and no change had been carried out based on these objectives. However, after Suzy joined Lloyd, the HR planning process in the bank observed several changes to align the process with business objectives. Thus, it can be argued that the HR planning process has a substantial impact on the HRM strategy (Jottedlines, 2014). This may also be identified in case of Lloyd where the planning process improved the overall HRM strategy. 
[bookmark: _Toc39500338]Recruitment
The recruitment process typically involves the practice of implementing HR plans to hire potential candidates for the organisation. Once again, the organisation needs to link its recruitment practices with its business objectives (Brown et al., 2011). The recruitment will have a close connection with the HRM strategy as the quality of human capital and its potential is substantially dependent on the recruitment practices within the organisation. Other than this, the recruitment practices should also review the key trends in the industry and market. The recruitment strategy should be in-line with these industry trends and norms (Patel and Cardon, 2010). In case the organisation did not continuously improve its recruitment strategy, it will eventually affect the employer brand. This can be exemplified through the case of Lloyd Bank. Before 2009, irrespective of its extended operations, the employer brand of the bank was very weak. This was primarily because of the alleged work culture. The feedback of the previous employees of the bank was also not encouraging (Jottedlines, 2014). Ultimately, this led to a weaker employer brand that has certainly influenced its recruitment process. As a result, this would also negatively affect the overall HRM strategy of the bank. 
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The selection process in HRM involves specific actions to assess the potential candidates for a position. The selection approach, once again, should also be considered based on the organisational objectives and industry trends. As exemplified earlier, if the objective of the organisation is to improve its innovation capability, the selection process should also consider evaluating the same among the potential candidates (Patel and Cardon, 2010; Gratton et al., 2011). Similarly, in the case of Lloyd Bank, if the core objective of the bank is customer services, the selection exercise must give value to this trait within the potential candidates (Jottedlines, 2014). Misalignment with either the organisational objectives or key industry trends will result in ineffective HRM strategy. Therefore, the selection process will also influence the quality and skills of the human capital under the HRM strategy. 
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In light of the challenges of Lloyd Bank that have been discussed in the report and theoretical underpinnings, the following are some key recommendations to address these challenges: 
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To address the challenge of possible skill gaps in the future, Lloyd would be required to adjust its talent management strategies. For this purpose, recruitment programs focusing on engaging fresh graduates and then training them following the organisation need would work best. This will also help to improve diversity among the employees in terms of skills and age (Malik et al., 2010). Consequently, it will positively contribute to productivity and customer services. 
[bookmark: _Toc39500343]Retention strategies and employee engagement 
To improve retention, Lloyd Bank would be required to focus on its retention and workforce motivation strategies. To improve motivations, it would first be critical to understanding the motivation needs of the employees. According to Herzberg’s two factors theory, the motivation of the employees in the workplace is dependent on the motivators and hygiene factors (Stello, 2014). To ensure a high level of employee motivation, the company would have to create a balance between both factors. For this purpose, both monetary and non-monetary needs of the employee should be addressed. 
[bookmark: _Toc39500344]Training and development 
Instead of exploring the top of the line talent from the external pool, Lloyd Bank may focus on its internal training and development programmes. This would be a long-term strategy but will help the company to avoid several challenges arising because of the skills gap and low retention (Cohen, 2014; Sharma and Taneja, 2018). In addition to this, training and development will also help to better engage the employees as it will positively enhance motivation at the individual level. 
[bookmark: _Toc39500345]Organisational culture 
Organisational culture is argued to have consisted of values and beliefs of the employees within the organisation. The level and nature of organisational culture substantially affect the employer branding and other practices. For instance, to effectively manage the diversity and to take maximum advantage out of it, supportive organisational culture is very important (Kumari and Singh, 2018). For the case under consideration, Lloyd Bank would also be required to improve its work culture following the contemporary norms in the sector. For this purpose, the bank may consider training its staff or a cultural change program can be initiated. In this cultural change program, it is necessary to involve the employees and management as it will help to avoid any possible hindrances in implementing the change. 
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[bookmark: _Toc39500347]Written by Viliana Stoyanova ID N0:1814718
[bookmark: _GoBack]Conclusively, it can be argued that HRM is one of the most critical business functions of any organisation. The research highlights that HRM can particularly influence customer services. Specifically, for an organisation like Lloyd’s, it is of particular importance as customer response is spontaneous in the banking industry. Currently, talent management is one of the key problems faced by Lloyd Bank. This is primarily because of a widening skill gap in the job market. According to the PwC survey, 70 per cent management of the financial institutes consider unavailability of key skills as a major upcoming challenge. Another major HRM challenge that is being faced by the whole banking industry in general and Lloyd Bank in specific is retention. Organisations spend a substantial amount on the recruitment, training and development of the employees. For Lloyd bank, in relation with key challenges that have been discussed in the earlier section, HRM policies of robust and progressive nature are inevitable. Ideally, the objective of HRM policies is to set the standard operating procedures to manage strategic operations. The purpose of HRM is typically to provide skilled, engaged and motivated resources for the business. In each of its core function, technology plays a critical role. To address these challenges, the bank would be required to revamp its talent management strategies. In addition to this, motivation and engagement practices may also require a review to enhance the retention of the staff. Lastly, there is also a need to improve the organisational culture, which will enhance the employer brand. 
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