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[bookmark: _Toc214180223]Strategic HR response to grievance trends at The West Brom
[bookmark: _Toc214180224]Introduction 
The Building Society West Brom is currently implementing a strategic digital transition. To update its key systems and improve the quality of customer service, it has entered into partnerships with Deloitte and 10x Banking (West Brom Building Society, 2025). However, this transformation is accompanied by operational failures, uncertainty in the division of responsibilities and tensions within the collective. Rees (2015) highlights that transformation without alignment increases resistance and grievances. These developments have led to a rise in employee complaints, prompting HR to evaluate how digital change and flexible working impact staff relations and organisational effectiveness.
[bookmark: _Toc214180225]Explanation of specific factors 
[bookmark: _Toc214180226]Business transformation
The building society West Brom is carrying out a strategic modernization, replacing old systems with cloud solutions due to technological failures and new customer needs. These changes significantly affect operational activities, job responsibilities and corporate culture. To manage resistance and uncertainty, structured change management is essential. Kotter’s 8-Step Model offers a phased framework—from creating urgency to embedding change into culture (Rees, 2015). It suits The West Brom’s context, where digital failures have disrupted established routines. However, its linearity may limit responsiveness. The HR department needs to modify this approach through continuous communication, active inclusion of staff and gradual implementation of changes to maintain dynamics (Cameron and Green, 2020). 
At the same time, technological trends transform the demands of employees and the necessary professional competencies. The West Brom’s adoption of cloud platforms, internal communication tools, and data analytics demands new technical and behavioural competencies. Leatherbarrow and Fletcher (2019) emphasise micro-learning, peer mentoring, and modular training as effective upskilling strategies. According to Gilch and Siveke (2021), strategic investment in IT professionals is critical. At the same time, as Hutchinson (2013) warns, the marginalisation of non-technical employees could lead to a deepening of the skills gap. Training must be inclusive and embedded in performance management.
Job redesign is another consequence of digital transformation. Rees (2015) notes that evolving workflows require role clarity and formalised expectations. At The West Brom, many positions remain ambiguous post-implementation. Leatherbarrow and Fletcher (2019) recommend that managers be involved in clarifying new procedures through updated guidelines and KPIs. Internal technical experts - reputable digital adaptation workers - can remove the barrier between the IT department and the core staff. According to Wellington (2011), the appointment of "agents for change" helps overcome opposition, while Griffith and Dunham (2015) emphasize their contribution to building trust. Effective performance of these functions requires clearly defined mandates, structured learning and the elimination of informal hierarchies.
 Flexible forms of work have become key to ensuring staff well-being and stability of operations. Despite the introduction of a hybrid and remote format in West Brom, the uneven application caused dissatisfaction. Hutchinson (2013) calls for the implementation of uniform regulations meeting legal requirements, particularly the Employment Relations (Flexible Working) Act (2023). Leatherbarrow and Fletcher (2019) argue that employee participation in policy formulation increases its adoption. Rees (2015) cautions that managers without appropriate training often apply norms selectively, and Duck and McMahan (2021) emphasize that communication training increases cohesion and psychological comfort in mixed teams.
Integrating care for staff well-being is key. As demonstrated by De Ruiter and Peters (2022), combining flexible graphics with psychological help and constant follow-up increases productivity and well-being. Thompson (2018) state that communication must be focused and emotionally mature to support effective interaction in remote teams.
 Employee voice mechanisms further influence transformation outcomes. Rees (2015) suggests that platforms like Officevibe or internal surveys reduce resistance by surfacing concerns early. Wellington (2011) warns that ignoring feedback erodes trust. Thompson (2018) advocates for dialogue and operational responsiveness to prevent alienation. At The West Brom, embedding feedback loops into change initiatives can foster inclusion and psychological safety.
Therefore, the transformation of The West Brom is determined by the introduction of digital technologies, a flexible schedule and the renewal of corporate culture. The key problems remain the uncertainty of job duties, the uncoordinated application of the rules and opposition to innovations. To overcome them, strategic actions of the personnel department are necessary, based on theoretical principles and taking into account the specifics of the organization.
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[bookmark: _Toc214180240]Change management frameworks
To address resistance and uncertainty during transformation, structured change management is essential. Kotter’s 8-Step Model provides a phased approach to embed change into culture, starting with urgency and ending with institutionalisation (Rees, 2015). This model is particularly relevant at The West Brom, where digital disruption has unsettled long-standing routines. However, Kotter’s model has been critiqued for being too linear in dynamic environments. Therefore, HR must adapt it with feedback loops.
[bookmark: _Toc214180241]Capability mapping and strategic training
As Leatherbarrow and Fletcher (2019) point out, it is critical to combine staff capacity with strategic objectives. In particular, the analysis of competences allows to identify the lack of qualifications and to form development programs. For The West Brom, this would help to clearly define the requirements for workers during the transition to modern cloud technologies. However, as Hutchinson (2013) proves, identifying needs is only the first step — effective learning should be continuous, role-oriented and integrated into the performance evaluation system.
[bookmark: _Toc214180242]Employee voice and engagement platforms
Rees (2015) highlights that employee voice mechanisms reduce resistance by fostering inclusion. Platforms like Office vibe or internal surveys can surface concerns early. However, Wellington (2011) warns that voice without visible action erodes trust. Thus, HR must ensure feedback loops are closed and outcomes communicated transparently.
[bookmark: _Toc214180243] Digital technology trends
[bookmark: _Toc214180244]Digital upskilling and learning pathways
Digital change requires updated technical skills and behavioural qualities. Leatherbarrow and Fletcher (2019) recommend the implementation of micro-learning, peer-to-peer mentoring, and modular programs. This position is confirmed by the research of Gilch and Siveke (2021), who recognize the strategic selection and development of IT specialists as crucial for the success of the transformation. However, training must cover all staff, otherwise there is a threat of deepening the qualification gap and alienation of non-technical employees (Hutchinson, 2013).
[bookmark: _Toc214180245]Job redesign and role clarity
According to Rees (2015), job redesign becomes necessary when reorganizing work processes. The implementation of digital solutions in The West Brom has changed the service format, but numerous positions remain without clear definitions. A clear separation of responsibilities reduces anxiety and aligns performance evaluation with current requirements. This requires interaction with managers and formal consolidation of changes in job descriptions and key indicators (Leatherbarrow and Fletcher, 2019).
[bookmark: _Toc214180246]Internal tech champions
Wellington (2011) recommends appointing internal “change agents” to support digital adoption. These champions act as peer mentors, bridging the gap between IT and frontline staff. As Collins and Smith (2006) prove, personnel practices focused on – relationships such as peer-led – training contribute to knowledge dissemination and innovative solutions. To prevent the formation of structural barriers and informal hierarchies, careful selection and training of these specialists is required.
[bookmark: _Toc214180247]Flexible working arrangements
[bookmark: _Toc214180248]Policy standardisation and legal compliance
According to Hutchinson (2013), the uneven implementation of a flexible schedule causes a sense of injustice and a rise in complaints. The West Brom needs clear and balanced rules consistent with the Flexible Employment Act (2023). Leatherbarrow and Fletcher (2019) advise involving staff in shaping these norms to increase their legitimacy and acceptance by the collective. However, policies must remain adaptable to operational needs and role-specific constraints.
[bookmark: _Toc214180249]Managerial training for flexibility
According to Rees (2015), managers determine access to a flexible schedule, and without preparation apply the rules differently. Training programmes should cover legal issues, the identification of unconscious biases and the division of tasks. As Korunka (2021) notes, managers also need to master the skills of separating working hours to prevent burnout in conditions of hybrid employment.
[bookmark: _Toc214180250]Wellbeing integration and work-life balance
A flexible timetable should be part of an overall welfare strategy. As Wellington (2011) cautions, flexibility without adequate support causes fatigue and social isolation. Research by De Ruiter and Peters (2022) shows that such initiatives only improve well-being and effectiveness if psychological help and regular monitoring are available. However, in the absence of clear rules, the effect of "permanent availability" may arise, which reduces all the advantages of such a format.
[bookmark: _Toc214180251]A Manager's action plan for grievance reduction
Line managers determine the implementation of personnel policy in practice. The effectiveness of their work to minimize complaints during changes depends on leadership qualities, the ability to communicate and the ability to adapt to conditions.
[bookmark: _Toc214180252]Leadership behaviour and role modelling
Management needs to clearly implement new methods, confirming its commitment to transformation. As Rees (2015) points out, the example of management shapes corporate culture more effectively than official rules. At West Brom, where digital change has disrupted familiar processes, open and adaptive managers promote trust and psychological comfort. However, this is not enough without consistent communication and support from colleagues. An effective alternative is collegiate mentoring, which Griffith and Dunham (2015) recognize as a powerful tool for change in team behaviour.
[bookmark: _Toc214180253]Clear procedures and managerial confidence
The increased flow of complaints often reflects the uncertainty of internal procedures. As Hutchinson (2013) points out, managers need training for the sustainable application of human resources policies. According to the CIPD (2024), when complaints are handled differently, it causes a sense of injustice and leads to formal lawsuits. The West Brom managers need to be able to resolve conflicts — with an understanding of the circumstances and within the limits of the law. An effective approach is also conflict resolution coaching, which allows you to relieve tension before it is formalized as an official complaint.
[bookmark: _Toc214180254]Communication and emotional intelligence
Quality communication prevents complaints. Thompson (2018) notes that communicating with emotional intelligence - the ability to listen, empathize, and be responsive - reduces defensive posture and contributes to problem solving. At West Brom, where updated systems have changed workflows, managers need to clearly voice requirements and take into account team opinion. Duck and McMahan (2021) add that it is important to adapt the communication style to the audience during changes. However, excessive reliance on digital channels loses important nuances - personal conversation remains key to sensitive topics. Alternatively, structured discussion meetings that Quintanilla and Wahl (2020) advise to identify hidden issues and build trust. Quality communication prevents complaints. Thompson (2018) notes that communicating with emotional intelligence - the ability to listen, empathize, and be responsive - reduces defensive posture and contributes to problem solving. At West Brom, where updated systems have changed workflows, managers need to clearly voice requirements and consider team opinion.
[bookmark: _Toc214180255]Performance clarity and feedback culture
Unexplained performance evaluation criteria often cause concern and loss of motivation. Leatherbarrow and Fletcher (2019) insist on clear performance indicators that match the company's job responsibilities and strategy. Employees need to understand the principles of evaluating their work, which is especially important during shifts. As Rees (2015) proves, blurring in demands often causes dissatisfaction and worsens team morale. At West Brom, it is advisable to develop individual work plans together with the team, combining regular feedback with development goals. 360° evaluation systems can offer a more objective picture, but their implementation requires a prepared culture and privacy guarantees.
[bookmark: _Toc214180256]Collaborative problem solving and inclusion
Grievances often stem from exclusion in decision-making. Wellington (2011) argues that inclusive dialogue and collaborative problem solving reduce conflict and enhance ownership. Managers should involve staff in shaping work processes and resolving tensions. At The West Brom, cross-departmental forums could be used to address systemic issues and share best practices. However, inclusion must be authentic; tokenistic consultation may worsen disengagement. As an alternative, Belbin (2010) suggests leveraging diverse team roles to ensure balanced participation and reduce dominance in discussions.
[bookmark: _Toc214180257]Judgement and urgency
During the changes, it is important to combine determination with understanding the needs of the team. Managers who make decisions without consultation often face a rise in complaints. As Thompson (2018) notes, emotionally mature leadership does not slow down the process, but makes it more conscious. At West Brom, managers should act quickly, but do not forget about fairness, clarity and support. For effective change, West Brom is worth investing in executive training, focusing on communication, emotional intelligence and conflict resolution.
[bookmark: _Toc214180258]Recommendations 
For successful change and reduced complaints, The West Brom should organize systematic training of managers in change management, in communication, emotional intelligence and conflict resolution. As Morrison (2014) proves, employees' willingness to express themselves depends on management support, so an inclusive approach is key to conflict prevention. Clear, consistently applied grievance procedures must be reinforced through scenario-based learning. Managers should co-develop performance expectations and facilitate regular feedback to clarify roles. Inclusive decision-making forums can enhance trust. HR should monitor grievance trends using analytics. Finally, leadership must model behavioural alignment to foster psychological safety and accelerate adoption.
[bookmark: _Toc214180259]Conclusion 
This review analysed how business transformation, digital innovation and flexible hours are affecting the growth of complaints in The West Brom. Timely implementation of modern human resources practices can reduce these tensions and ensure the stability of change. Heads of departments play a key role here — their leadership qualities and ability to communicate directly shape team engagement. Mikkelsen and Clegg (2019) interpret conflicts as a social construct created by power dynamics, which necessitates proactive problem solving. Research by Carter et al. (2018) confirms: Transformative leadership builds trust and improves outcomes. That is why treating people as a priority is the foundation of stable organizational changes.
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