Step 6.0: What's your story?
The organisation, a large-sized warehouse and retail operation, demonstrated significant HR failure through poor handling of employee relations. As a shift manager, I observed that when employees raised concerns to HR and often expected confidentiality, these issues were redirected to line management or escalated to the site manager. This lack of confidentiality discouraged open communication and undermined the credibility of HR.
The organisation operated in a high-pressure environment where efficiency and managerial control were prioritised. HR processes appeared informal and heavily dependent on line managers rather than an independent investigation. 
According to the Harvard Model, HRM must balance the interests of multiple stakeholders. In this case, HR appeared more aligned with managerial interests than employee advocacy. 
From a psychological contract perspective (Rousseau, 1989), employees expected fairness and confidentiality when raising concerns. The failure to meet these expectations resulted in a perceived breach of the psychological contract, damaging trust in both HR and management.
The HR failures had significant operational and strategic consequences. Employee trust in HR and management became weak, leading to reduced morale and disengagement. Over time, long-serving employees began to leave the organisation, resulting in the loss of experienced staff.
This increased recruitment and training demands and negatively affected operational efficiency and customer service quality. Eventually, the organisation struggled with retention to the point where employees were rarely retained beyond a few months.
This case highlights a failure between HR practices and the principles of the Harvard HRM Model, particularly by not balancing stakeholder interests and not maintaining professionalism. A more effective approach would have involved an independent and confidential investigation of employee concerns.
Restoring trust would require repositioning HR as neutral when dealing with a situation that involves employee trust. This would improve psychological contract fulfilment, increase employee commitment, restore open communication and ultimately enhance organisational performance.
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