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1.0 Abstract 

My journey into a Human Resources profession began with my graduation, where my degree in Leadership Management provided me with a strong theorotical foundation to understand the principles of managing and supporting a modern workforce, as well as driving a business’ success. I was thrilled  to apply these fundamentals in a practical setting and to join Harrods, a company with a rich history and famous reputation for excellence in Knightsbridge, since 1849. However, my initial enthusiasm has been met with pressing contemporary challenges: an overwhelming numbersof grievences where exposed with the business’ shift towards digital technology trends and flexible working arrangements.























1.2 Introduction

Since 2017, the new owner of Harrods “Qatar Investement Authority” (QIA) has supported the decision to invest into the evolution of the store (Harrods, 2025)
Harrods operates in the luxury of the retail market where they offer their customers a “wow” factor and unique experience (Project One, 2025)
Harrods offered the industry’s finest goods, establishing an excellent standard of service and inspired customers around the globe. In 2018, Harrods reimagined a digital world that positioned Harrods as the curator of modern luxury, envisioning an online experience as a magical as the brand’s brick-and-mortare experience (Basic Agency, 2025)
The report aims to outline a strategic path forward to address the underlying factors driving contemporary employee relations challenges, the rapid business transformation and the acceleration of the digital technology. In addition, while the shift towards flexible working arrangements is essential for competittiveness, it has created significant sources of staff grievances.
To analyse this landscape, a proactive and contemporary Human Resources (HR) approach is critical. The core aim of this report is to develop a practical and urgent strategic response to these obstacles.







                                                                                                               

2.0. Evaluating HR Practices 

2.1. Business Transformation in Harrods
Harrods is going under a major business transformation, widely driven by its  supply chain. The large increase in the international online orders after Brexit was a key reason for this change. The sudden  growth pushed Harrods to double the size of its packing area in just six weeks to handle the high volume of parcels. However, the transformation is not about becoming more efficient, it was to maintain Harrods’ famous high reputation service (Herrod, 2017)
The company is also updating its e-comerce technology, which a significant part of the change is organisational; Harrods is moving from a siloed structure to a Matrix structure to ensure all teams are operating towards similar goals. This managerial shift is considered the biggest challenge because different channels used to compete with each other (Herrod, 2017).




2.2. Digital Trends At Harrods 
Harrods’ digital transformation was a fundamental shift towards becoming an integrated, agile and data driven organisation. The trends indicate the company uses technology to:
· Unify the customer experience (Omni - Channel ).
· Accelerate how it delivers value (Phased - Delivery) .
· Foster collaboration and transparency (Breaking Silos - Governanace).
· Manage External partners more effectively (Vendor management).
· Strengthen its core operational capabilities (standards and testing).

Key challenges faced by Harrods:
This digital transformation faced major internal and external difficulties. Internally, the company had to overcome deeply established organasational isolation. Externally, the program was constrained by previous technical and supplier decisions, which limited its option. The main aim of leadership was to unite these disparate teams, ensuring the new omni-channel solution met everyone’s needs, and deliver it successfully within this legacy constraints and also to rapidly fixed a new operation structures,complex governance forums, and upgrade management standart to achieve the success (Project One, 2025).
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2.3.  Flexible Working at Harrods  
At Harrods every role is special and has it own priorities and considerations; the hybrid working model is tailored to unique needs of each business area, offering a flexible balance between on-site – collaboration and home based productivity. A foundational principle requires colleagues to be on-site for a minimum of three days per week. The structure is designed to foster essential connection, teamwork , and learning in person. Meanwhile, acknowledging the benefits of focused work can be achieved remotely, while the remaining one to two days can be worked remotely (Harrods, 2025). 
Harrods also offer part-time roles, fixed or rolling rotas and flexibility in scheduling, which all apply to specific roles, particularly those on retails, hospitality including working week-ends, nights shifts and those of them on 4-on, 4-off patterns. Some departments have a flexible approach to scheduling where it requires the potential for extra hours or any changes to be made with adequate.
       			
	
	



Defining HR  Roles & Responsabilities 

3.1. HRM Practices  / Organasationnal Development
“Success in HR is not about managing resources, it is about inspiring and unleashing the full potential of individuals” (Vulpen & Verlinden, 2025)
The HR Management is a true spark for professional organasational growth. Every successful business relies on effective HRM, the organisational process of managing people within the company.
The strategic approach of the HRM is to manage employees to achieve better organisational performance. In addition, it aims to attract, manage and retain the right employees who can contribute to the company’s success.
The fundamental purpose of Human Resource Management is to enhance organisational performance  through its people. To achieve this, the HR department provide the essential training tools and legal guidance and skilled management needed to support the entire company.

There are seven HR Management Basics:

· Recruitment & selection                                             The most visible element of HR
                 
                      
· Performance management.                                        The second cornerstone of HR 
                                                                                                                                                                  
· Learning & development                                               HR fundamental & essential part
                                                                                     of organisational strategy

· Succession planning                                                    Identifying top performers & leaders
    
                                                                                      Getting them ready if someone leaves and
· Compensation and benefits                                          Fair salary & valuable reward for the work


· Human Resources information System (HRIS).           Tools that support/improve all HR tasks  
     
                                                                                 
· HR data and analytics                                                   Measure performance/predict future trends
                                                                                      Support objective decision-making

· 


3.2.  HRM Practice Dgital Trends


The digital transformation of Human Resource Management redefining HR Practice shifts the function from administrative support to a strategic partnership driven by both internal operational demands and external competitive pressures in today’s unpredictible economic climate.
The core of this transformation focuses on three key areas:

· First, creating a digital workplace with the tools for a modern, connected  workforce

· Second, digitising core HRM Processes, specifically in talent selection, learning & development and performance assessement 

· Third, providing streamlined digital services directly to employees


However, this transformation requires careful attention to:

· Address digital ethical concerns
· Mitigate potential workforce impacts when excuted strategically
· Manage the transition from old to new systems and proactively address the potential challenges

This strategic use of digital tools not only automates processes but also provides the rich data necessary to reinforcing HR’s role as a key architect of a modern, agile and competitive  organisation (Zhang & Chen, 2023).




3.3. HR Work Life Balance 
According to (Demetriou, 2024), the hectic pace of modern life is often overwhelming, which offers fewer chances to pause. This makes it vital to intentionally prioritise our well-being. Cultivating a better work-life balance is no longer a luxury, but is a necessity for sustainable success and peace.
The CIPD Good Work Index 2024 report identified poor work-life balance as the second most common reasons why UK employees left their last job (22%). This reflects people prioritising a better work-life balance as an essential component for their next role.
Here is how HR Policies can support Work-Life Balance:
1. Offer flexible, remote or hybrid working options; this is crucial for improving work-life balance by allowing them to manage personal commitments without the stress of a rigid schedule or mandatory office presence.
2. Shift focus on hours to productivity , acknowledging that daily activity naturally varies and empower employees to leverage flexible hours for peak performance, instead of enforcing a rigid, time-based presence.

3. Regular Reviews of Workloads implements a consistent process for managers to review and balance team workloads, preventing stress and burnout by ensuring tasks are achievable and hiring additional staff when necessary, rather than pushing employees to work harder.

4. Incoporating Employee Assistance Programms; provide employees assistance programmes (EAPs) to offer confidential counselling and expert support for personal issues such as, mental health, finances and family services, demonstrating a commitment to employee wellbeing and help resolve this impact on their performances.

5. Implementing Frequent Breaks Throughout The day actively encourages employees to take short, regular breaks to reduce burnout and boost performance through methods like providing dedicated quiet spaces, promoting walking, meetings or offering subscription to mindfulness apps.

6. Encouraging Time Off; mandate “use it or lose it” annual leave policy to ensure employees take their full vacation time to avoid stress and burnout and reinforcing that time off is vital and valued for a healthy work-life balance, not a perk.

7. Setting Clear Boundaries; leadership must lead by example, by representing non-working hours, refraining from after-hours communication and implementing “no- meeting days” to allow employees to fully disconnect, reduce stress and prevent fatigue.










Recommendation

After analysing the staff grievences, I have identified that the core issue is that the new technology is confusing without adequate training, and flexible work policies are creating uncertainty.
To solve these challenges, my recommendation is to implement a two-phase reset that is centred on people:

· First Phase: Listen & understand

· Conduct a comprehensive listening exercise             Using anonymous survey             Identify 3 top issues in each departement.
· Feedback analysis report “You said, We heard “            Show feedback is valued.           Build trust & solve problems.

· Second Phase: Act & Support 

· Create a digital assistance programme             Support & Training            Cut the repeated queries.
· Develop clear and simple guides              Form Flexible work rules.           Establish clear procedures & efficiency.
· Providing role-specific training            Build advanced competency              Translate digital tools into direct workflow improvement .

By implementing this two-phase plan, we will foster a more confident team environment regarding digital trends and successfully adapting into future-ready workforce, which wil solve the immediate crisis and also strengthen the operational foundation and employee trust for the long term.








· 
Conclusion 

This report has traced the path from HR foundations to address the pressing challenges I encountered on Harrods’ new HR Manager; overwhelming staff grievences surrounding our digital trends and flexible working transformations. Through a detailed assessement of the situation, I have concluded that it is not a rejection of progress, but a demand for a more clear human-centric approach. The two-phase plan I have designed is the answer to the solution. Created to empower every employee, it is built on the conviction of providing robust support. By applying this dedicated framework of care, we commit to the core Harrods belief that “ Whats make you different, Makes us exceptional”. Fulfilling this commitment will not only navigate the crisis but will fundamentally reinforce the essence of Harrods for the future.
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