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Introduction
Human Resource Management (HRM) is important because organisations need to manage both business performance and the needs of their employees. HR has developed from mainly administrative activities, such as recruitment and payroll, to areas including employee development, engagement, organisational change and workplace culture. This development is particularly important as organisations face technological change, changing employee expectations and competition for skilled workers.
Greggs plc provides a useful example of these challenges. The company continues to expand its UK shop network and digital services, including the Greggs App, Click & Collect and delivery partnerships with Just Eat and Uber. In 2025, Greggs opened an average of four new shops each week and had more than 2,700 shops across the UK (Greggs plc, 2025). The company also states that it is investing in its manufacturing sites and logistics operations to support future growth.
While this growth creates opportunities, it also means employees need to adapt to new technologies, develop skills and respond to changing customer expectations. In my view, three HR challenges are particularly important for Greggs: technological advancement, talent acquisition and retention, and Diversity, Equity and Inclusion (DEI). These challenges are connected because changes in technology, the labour market and employee expectations can affect how organisations recruit, develop and retain employees.
This report examines these challenges and evaluates contemporary HR practices that could help Greggs respond to them. It also considers how managers can support successful implementation through leadership, communication, monitoring and organisational culture.

1. Key Factors
1.1 Adapting to Technological Advancements
Technology has changed how organisations operate and has also increased the need for employees to develop new skills. Digital systems can improve efficiency and customer service, but employees may need training and support to adapt to new ways of working.
This is particularly relevant to Greggs because the company has expanded its digital services through its App, website, Click & Collect and delivery partnerships. Greggs itself describes these digital channels as an important part of how it responds to changing customer needs (Greggs plc, 2025). These developments can make purchasing more convenient for customers, but they also affect employees and their daily responsibilities.
The main HR challenge is not simply introducing technology but making sure employees feel confident using it. Some employees may adapt quickly, while others may need more time and practical support. Employees who have worked with the same processes for a long time may also question why changes are necessary. Without effective communication and training, this could create frustration or resistance.
Training is therefore essential. Greggs could provide practical digital training based on employees' actual roles rather than relying only on theoretical learning. Employee development can help organisations respond to changes in their business environment (CIPD, 2024). Managers should also give employees opportunities to ask questions and provide feedback about new systems.
Another important point is that technology should support, rather than replace, the human element of Greggs' service. Employees continue to have direct contact with customers, meaning communication and interpersonal skills remain valuable. For this reason, successful digital transformation should combine technological investment with investment in people.
For Greggs, this is particularly important because many employees work directly in shops. A new digital system may be useful for the organisation, but employees still need to understand how it changes their daily tasks. If employees receive enough training and support, technology is more likely to be seen as a useful tool rather than an additional pressure.
1.2 Talent Acquisition and Retention
Recruiting and retaining employees is another important challenge for Greggs. The company operates a large network of shops and continues to grow, creating demand for frontline employees, supervisors and managers. At the same time, competition for workers can make recruitment and retention difficult in retail and food service (Institute for Employment Studies, 2023).
Greggs provides training and development opportunities across retail, manufacturing, logistics and management, and also shares 10% of its profits with colleagues each year (Greggs plc, 2025). Greggs states that it wants to provide fair pay, training and opportunities for its colleagues. These practices can support its employee offering, but salary and financial rewards alone are unlikely to guarantee retention. Employees may also value career progression, recognition, wellbeing, learning opportunities and supportive management.
Career development is particularly important because employees may be more likely to see a future with an organisation when clear progression opportunities exist. Internal promotion can also help Greggs develop an internal talent pool and reduce some of its dependence on external recruitment.
Managers also influence retention through everyday interactions. A manager who listens, recognises good performance and provides support can contribute to a positive working environment. On the other hand, poor management or a lack of communication could negatively affect an employee's experience, even when other benefits are available.
Greggs should therefore not aim simply to achieve the lowest possible turnover. Employees may leave for personal or career-related reasons that the organisation cannot control. Instead, the company should understand the main reasons why valuable employees leave and address the problems that it can realistically influence.
Employee feedback can support this process. Surveys, team discussions and one-to-one conversations can help managers understand employee concerns. This information could then be used to improve working practices, career development and retention strategies. In this way, retention becomes more than simply offering financial rewards. It becomes about creating an environment where employees can develop and feel valued.
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 1.3 Diversity, Equity and Inclusion (DEI) 
Diversity, Equity and Inclusion (DEI) has become an important part of HRM because organisations recognise the value of employees with different backgrounds, experiences and perspectives. Diversity can support new ideas and different approaches to problem-solving, but having a diverse workforce does not automatically create an inclusive organisation. Employees must also feel fairly treated and have opportunities to develop (Kirton and Greene, 2022).
This is particularly relevant to Greggs because it operates across the UK and employs people from different backgrounds. Greggs states that colleagues who represent the communities it serves can help the company understand customers and provide a better experience (Greggs plc, 2025). The company also states that it wants its colleagues to feel welcome and able to be themselves at work.
DEI should apply throughout the employee journey, including recruitment, selection, training, promotion and career development. Policies are useful, but they will have limited impact if managers do not apply them consistently. Greggs has reviewed its recruitment processes, updated recruitment paperwork and training, and aims to attract diverse candidates and create an inclusive candidate experience (Greggs plc, 2025).
Unconscious bias can also affect fair decision-making. Managers may be influenced by personal preferences or assumptions without realising it, which can affect equal opportunities (Kirton and Greene, 2022). Greggs can reduce some of these barriers through inclusive recruitment by using clear job requirements and selection criteria based on skills and role performance. Greggs also provides diversity training and inclusive leadership training for managers and supervisors (Greggs plc, 2025).
However, DEI initiatives may face resistance if employees misunderstand their purpose. Managers should explain that DEI aims to reduce unnecessary barriers and provide fair opportunities rather than favour particular groups. Leadership is also important because managers influence development opportunities, teamwork and how employee concerns are handled. Supportive management can help employees feel respected and included, while poor management may reduce the impact of formal DEI policies (Kirton and Greene, 2022).
DEI should also be treated as an ongoing process rather than a one-time initiative. Greggs has set a target for 2030 to develop a diverse talent pipeline and increase diversity across its leadership populations (Greggs plc, 2025). This commitment is also stated in Greggs' current corporate information.
The company should regularly review employee feedback, recruitment outcomes, promotion opportunities and workforce data to identify areas for improvement. Overall, DEI can support employee engagement, different perspectives and a positive organisational culture, but these benefits depend on fair HR practices, supportive managers and regular evaluation.
2. Evaluation of Contemporary HR Practices  
In my view, the three HR challenges discussed above require Greggs to use HR practices that match its workforce, size and business environment (Crawshaw, Budhwar and Davis, 2023). It is not enough to adopt modern HR practices simply because other organisations are using them. Greggs needs to consider whether each practice can solve a specific problem, the benefits it could provide and the difficulties that could occur during implementation.
The following sections evaluate digital HR systems and workforce analytics, employer branding and talent retention strategies, and inclusive recruitment and DEI practices.
2.1 Digital HR Systems and Workforce Analytics  
Digital HR systems can help large organisations manage employee information, communication and workforce decisions more effectively. This could be particularly useful for Greggs because of its large workforce and many locations. Workforce analytics could be used to identify patterns in turnover, absence, training completion and employee engagement across different shops.
For example, if turnover is higher in particular shops, HR could investigate whether this is related to workload, management, recruitment difficulties or other local factors. This could help Greggs develop more targeted solutions instead of applying exactly the same approach everywhere. Different shops may have different problems, so workforce data could help managers understand where support is most needed.
Digital learning could also support employee development. Employees could access training materials online, which may be useful for a workforce spread across many locations. This could make training easier to access and give employees more flexibility.
However, digital HR systems are not automatically effective simply because they provide more data. If managers focus too much on numbers, they may not understand the reasons behind employee turnover, absence or low engagement. For example, a high turnover rate may show that there is a problem, but it does not explain whether the problem is caused by workload, management or other factors. Therefore, workforce analytics should support managerial decisions rather than replace communication with employees.
Digital systems can also create problems if they are expensive, difficult to use or do not fit employees' working routines. This means that Greggs would need to consider whether the benefits of a system justify the cost and whether employees can use it effectively. For this reason, digital HR should be combined with employee feedback and managerial judgement.

2.2 Employer Branding and Talent Retention Strategies 
Employer branding can help Greggs attract employees by showing why people may want to work for the organisation. A strong employer brand can communicate values, development opportunities and benefits to potential employees. Backhaus and Tikoo (2004) suggest that employer branding can influence how an organisation is perceived by current and potential employees.
Retention strategies should also go beyond financial rewards. Employees may value career development, learning opportunities, recognition, wellbeing and supportive management. Providing clear career pathways and opportunities for internal progression could encourage employees to develop their careers within Greggs rather than looking for opportunities elsewhere.
One advantage of internal development is that Greggs could build a stronger internal talent pool. Employees who already understand the organisation may require less adjustment when moving into new roles. Training and leadership development could therefore support both employee development and the organisation's future staffing needs.
However, employer branding has an important limitation. It cannot solve retention problems on its own. If employees are attracted by a positive employer image but their actual experience is different, this could create disappointment and reduce trust. Therefore, the effectiveness of employer branding depends on whether the promises made during recruitment match the real working environment.
Retention strategies also have limitations. Not every employee will want to remain with the organisation, and some employees may leave because of personal circumstances or better opportunities elsewhere. Greggs should therefore focus on understanding the main reasons for turnover rather than simply trying to achieve the lowest possible turnover.
Employee feedback could support this process. Surveys, team discussions and one-to-one conversations could help managers understand employee concerns and identify areas that need improvement. This would make retention strategies more useful because Greggs could respond to actual employee concerns instead of assuming that the same solution will work for everyone.
Overall, employer branding and retention strategies can support Greggs in attracting and keeping employees. However, their success depends on the wider employee experience, including management, development opportunities and working conditions. Career development, supportive management and employee feedback should therefore be combined with employer branding rather than treating branding as a solution on its own.

2.3 Inclusive Recruitment and DEI Policies
Inclusive recruitment can help Greggs reduce unnecessary barriers during recruitment. Job advertisements should clearly identify the skills and behaviours required, while selection criteria should be based on relevant evidence rather than personal characteristics (Kirton and Greene, 2022). This can make the recruitment process fairer and help Greggs attract candidates from different backgrounds.
Training managers to recognise unconscious bias can also help, although training alone is unlikely to remove bias completely. Managers also need consistent recruitment criteria and processes to support fair decision-making. This is important because managers can influence recruitment decisions even when they do not intentionally discriminate.
DEI should continue after recruitment. Greggs should consider whether employees have equal access to training, promotion, recognition and leadership opportunities. Managers are particularly important because they influence many of these decisions (Kirton and Greene, 2022). DEI should therefore be part of everyday management rather than only an HR responsibility.
However, having a DEI policy does not necessarily mean that employees will experience an inclusive workplace. The main challenge is how consistently these policies are applied by managers. For example, Greggs may have fair recruitment procedures, but if managers do not apply them consistently, some employees may still experience unequal opportunities. This shows that DEI policies need to be supported by managerial behaviour and regular monitoring.
One potential challenge is that some employees may misunderstand DEI initiatives. Greggs should therefore communicate that inclusive recruitment aims to reduce unfair barriers and ensure candidates are assessed according to relevant skills and experience. Clear communication can help employees understand that DEI is about creating fair opportunities rather than automatically favouring particular groups.
DEI can also support employer reputation, but only if the organisation's actions match its public commitments. Greggs should therefore combine workforce data with employee feedback to measure whether employees feel respected and have fair opportunities.
For example, it would not be enough to measure how diverse the workforce is. Greggs could also look at who receives promotions, who takes part in development programmes and whether employees feel that they have the same opportunities. This would provide a more complete evaluation because diversity numbers alone cannot show whether employees actually experience inclusion.
Overall, inclusive recruitment and DEI policies can support fairness and employee engagement, but their effectiveness depends on how consistently they are implemented and monitored. DEI should therefore be treated as an ongoing management responsibility rather than only a formal HR policy.

3. Critical Evaluation of Managerial Implementation
Introducing HR practices does not automatically mean that they will produce positive results. The way managers apply these practices in everyday work can determine whether employees accept them and whether the organisation achieves the expected benefits. For Greggs, this is particularly important because managers work closely with frontline employees across many different shops. Their decisions can therefore have a direct effect on employee experiences.
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3.1 Leadership Accountability
HR practices are unlikely to succeed if managers are not actively involved in their implementation. Managers should understand the purpose of HR initiatives and take responsibility for supporting employees. Managers have an important role because they are often the people who turn HR policies into everyday workplace practices.
For example, when Greggs introduces a new digital system, managers should explain the reasons for the change, identify employees who need additional support and monitor how well the system is being adopted. Managers may themselves need development because not all managers will have the same level of confidence with technology or change management.
However, simply giving managers responsibility does not guarantee successful implementation. Managers also need enough time, training and support to carry out these responsibilities. If managers are already under pressure from staffing or operational demands, HR activities may receive less attention. This means that Greggs needs to make managerial accountability realistic rather than expecting managers to implement additional HR practices without sufficient support.
Leadership accountability is equally important for DEI. Managers should apply fair practices in recruitment, promotion, training and everyday interactions rather than treating DEI as solely an HR responsibility. This can help make DEI more practical and meaningful for employees.
Managers should also be accountable for the employee experience within their teams. If an organisation has a good HR policy but managers do not apply it consistently, employees may not experience the benefits of the policy. Therefore, Greggs should evaluate not only whether HR policies exist, but also whether they are producing the intended results for employees.
3.2 Communication and Employee Involvement
Communication can influence how employees respond to organisational change. Employees need to understand what is changing, why it is necessary and how it will affect their work (Rees and Smith, 2021).
Greggs could use team meetings, training sessions and internal communication platforms to explain changes. ACAS (2024) highlights the importance of effective communication and employee involvement during organisational change. Using different communication methods could help Greggs reach employees working in different locations and roles.
Communication should also work in both directions. Frontline employees can provide useful information because they experience operational problems directly. Their feedback could help managers identify issues that senior management may not see. This could be particularly useful for Greggs because employees working directly in shops may have a different understanding of workplace problems.
Employee involvement does not mean managers must accept every suggestion. However, employees should feel that their views have been considered and that decisions have been explained clearly (Rees and Smith, 2021). This can help build trust and reduce resistance when changes are introduced.
For example, if a new digital system creates difficulties during busy periods, shop employees may be able to identify practical problems that were not considered during planning. Listening to this feedback could allow Greggs to make adjustments before the problem becomes larger.
3.3 Monitoring and Performance Measurement
Greggs should monitor whether HR initiatives are achieving their intended results. Measures could include turnover, engagement, absence, training completion and employee feedback. These measures can help managers understand whether HR practices are having the expected impact.
For example, after introducing digital training, managers could examine both completion rates and employee confidence. If employees complete training but continue to struggle, the training may need to be changed. This shows why measuring completion alone may not provide a complete picture of whether training has been effective.
However, numerical measures alone are not enough. Turnover data can identify a problem but cannot explain its cause. Managers should therefore combine quantitative data with employee feedback. Using both types of information would give Greggs a better understanding of the reasons behind employee issues.
This is also important for DEI. Workforce diversity and promotion figures can provide useful evidence, but employee surveys are needed to understand whether people feel respected and included (Kirton and Greene, 2022). Combining data with employee views can help Greggs identify problems that may not be visible through numbers alone.
Performance measurement should therefore be used as a way to support improvement rather than simply to judge managers or employees. If employees believe that data is only being used to monitor them, they may be less willing to provide honest feedback. Greggs should communicate the purpose of workforce data clearly and use it to identify areas where support is required.
3.4 Organisational Culture
Organisational culture can either support or make HR implementation more difficult. A workplace based on trust, respect and learning may make employees more willing to accept change. In contrast, a culture where employees feel that their opinions are ignored may increase resistance (Rees and Smith, 2021).
This is especially important for Greggs because frontline employees represent the organisation when interacting with customers. Employees who feel supported may be more motivated to provide good customer service and contribute to the organisation's performance.
Managers influence culture through their everyday behaviour. For example, recognising employee contributions, listening to concerns and treating employees fairly can help create a more positive environment. This means that organisational culture cannot be changed only through written HR policies. Managers need to demonstrate the behaviours expected from employees and show these values in their daily interactions.
There can also be differences between the culture promoted by senior management and the culture experienced by employees at shop level. For Greggs, maintaining consistency across a large number of locations can therefore be challenging. Regular communication, manager development and employee feedback can help identify where the employee experience does not match the organisation's intended culture.
3.5 Barriers to Implementation and the Need for Urgency
There are several barriers that could affect HR implementation at Greggs. Resistance to change, lack of managerial confidence, limited training time, financial costs and differences between locations may create difficulties.
Resistance should not automatically be seen as employees being unwilling to cooperate. In some cases, it may show that employees have genuine concerns about workload, training or the impact of a change on their roles. Managers should understand the reason for resistance before deciding how to respond (Rees and Smith, 2021).
There is also a need for timely action. Delaying improvements in digital skills, retention or inclusion could make existing HR problems worse. For example, if employees do not receive enough support when new technology is introduced, frustration may increase. Similarly, if retention problems are not addressed, continued employee turnover could increase recruitment and training pressures.
At the same time, urgency should not mean rushing changes without preparation. Greggs needs to act when a clear problem is identified, but implementation should still include planning, communication, training and monitoring. Rushing an HR initiative could create more problems if employees do not understand the change or receive enough support.
The size and geographical spread of Greggs also means that implementation may not be exactly the same in every location. A solution that works well in one shop may need to be adjusted in another because of differences in staffing, workload or local circumstances. Managers therefore need some flexibility while still following the organisation's overall HR standards.
In general, successful HR implementation requires managers to take an active role rather than simply following instructions from the HR department. Leadership accountability, communication, employee involvement, monitoring and a supportive culture can help HR practices produce better results. Greggs should combine timely action with proper preparation and regular evaluation.
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Conclusion
This report has examined three key HR challenges for Greggs plc: technological advancement, talent acquisition and retention, and Diversity, Equity and Inclusion (DEI). These issues are connected because changes in technology, employee expectations and labour markets affect how organisations manage their workforce.
Technology can improve efficiency and customer service, but employees need appropriate training and managerial support. For Greggs, digital development needs to consider the experience of frontline employees because they are directly affected by changes to systems and processes.
Recruitment is important for Greggs' continued growth, but retention also depends on career development, recognition, wellbeing and positive management (Institute for Employment Studies, 2023). A strong employer brand can help attract employees, but it needs to reflect the real employee experience. If there is a difference between recruitment messages and workplace reality, this could affect employee trust and retention.
DEI requires more than having a diverse workforce; employees also need fair access to development and progression (Kirton and Greene, 2022). Greggs has introduced initiatives to support diversity and inclusion, but the success of these initiatives depends on how consistently managers apply them in everyday situations. Greggs currently states that it wants to build a diverse talent pipeline and increase diversity across leadership populations by 2030.
The evaluation also shows that HR practices alone do not guarantee positive outcomes. Managerial implementation is important because managers communicate changes, support employees, influence organisational culture and make decisions that affect the employee experience. For this reason, leadership accountability, employee involvement and regular monitoring should be part of Greggs' approach to HR.
Overall, Greggs has opportunities to strengthen its HR practices by combining technology and workforce data with employee feedback and strong managerial support. Effective HR management should not focus only on policies and systems. It should also consider how employees experience those policies in their everyday working environment.

Recommendations
Based on the analysis, I recommend that Greggs:
Continue developing digital skills through practical training and additional support for employees who need it (CIPD, 2024).
Strengthen career development and internal progression through clear career pathways, training and leadership development.
Use employee feedback to improve retention, particularly through surveys, team discussions and follow-up actions (Institute for Employment Studies, 2023).
Ensure employer branding reflects the real employee experience, so that recruitment messages remain credible.
Strengthen inclusive recruitment and management by using fair selection criteria and developing managers' understanding of unconscious bias (Kirton and Greene, 2022).
Improve managerial accountability and monitoring by using turnover, engagement, training and employee feedback data together.
Respond to HR challenges with urgency but avoid rushing implementation, ensuring that changes include appropriate planning, communication and training (Rees and Smith, 2021).
In general, Greggs' future HR effectiveness will depend not only on the policies it introduces but also on how consistently managers and employees put those policies into practice. Combining effective HR policies with good communication, employee involvement and strong managerial support can help Greggs respond to its HR challenges more effectively.
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