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Introduction
The biggest retailer in the UK, Tesco, is in a fast-changing and digital transformation phase that is characterized by higher levels of automation, use of data for its operational systems, and growing dependence on digital programs for getting technical help and store operations (Roy, 2024). Although these advancements are vital to the Tesco's competitiveness, they have also resulted in more HR complaints especially when workers struggle to adapt to the rapidly evolving technologies, inconsistent training in the use of digital technology, and the perceived unfairness due to the usage of new performance-monitoring systems (Al-Suraihi et al., 2021). In regard to things like unclear policies and inconsistent management, flexible working arrangements (such as mixed scheduling among technical teams and varying shift requirements for store employees) have served to compound issues. Wider corporate transformation challenges, for example, restructuring and sped up adoption of digital procedures, tempt these problems.
The purpose of this report is to analyse the various organisational elements which are the basis of these complaints, making an assessment of today's methods of HR, which can effectively overcome these complaints and critically analyse the measures which departmental managers can quickly put into practice. Organisational causes, HR responses, managerial execution and lastly suggestions are all covered in an organized manner in this report.


Explanation of Factors Related to Business Transformation, Digital Technology Trends & Flexible Working
Business Transformation Factors
Self-service technologies, automation and data-driven decision-making from operations are the hallmarks of Tesco's current corporate transformation. These structural or incremental changes are changing the way technical and front-line employees perform their jobs. Due to the continuing expansion of online grocery services - particularly Tesco Whoosh, which has grown rapidly in the past two years - a lot of operational strain is placed on stores to cope with their increased fulfilments in addition to their usual in-store role (Delaney-Klinger et al., 2023). This has resulted in internal rearrangement in the digital teams, retail and IT support that has led to a change in reporting lines and a redistribution of duties.
Employee morale has been directly affected by these changes. Workers have often been talking about greater work effort, confusion about the changing nature of job requirements, and inadequate training for jobs that demand digital skills. The systemic nature of this problem is evidenced by studies by the industry, which shows that around 42% of retail employees in the UK felt that they were unprepared for the changes in their roles that would be brought about by technology (Syed et al., 2021). Employee grievances are increasing as a result of rapid operational changes that either are not communicated consistently or are not communicated in time for workers to successfully adapt to them, as well as the fact that employees are assigned new duties without being adequately trained.
Digital Technology Trends that Impact the Workforce
A number of technologies brought by Tesco's digital transformation have a major impact on how people work on a day-to-day basis. Employees need to work with tools that demand more digital illiteracy as a consequence of the introduction of electronic shelf labels, advanced workforce management systems, real-time IT service dashboards, cloud-based human resources platforms, and as self-checkout systems are continuously updated. While these advances are conducive to organisational efficiency, they also make use of technology more reliant, which boosts stress levels of employees when systems break-down, delays occur, customers become dissatisfied and operations are held up. Up to 18% of operational disruptions in the UK retail industry per day are due to technical failures, suggesting there is a larger weakness in the environment with high concentration of technology (Schrijvers et al., 2021).
Tensions are aggravated by the lack of skills Workers who are not so tech savvy often feel inferior, this leads to the notion that different groups of staff have different expectations. Furthermore, concerns about job security and fairness have been amplified by concerns about digital surveillance such as automated tracking of work, tracking of logins and systems generated performance measurements. A rising percentage of complaints in the HR sector regarding complaints, which are directly related to the adoption of technologies, is caused by these issues taken together.
Dedicated working arrangements
Tesco's employment model now relies significantly on flexible working, particularly in IT teams working on site, diagnosing remotely, and making virtual diagnosis is now the order of the day. Although 70% of UK workers prefer to use hybrid models, employees increasingly expect to have more autonomy and more facilities to work from home; however, the operational demands in retail contexts mean that this flexibility cannot always be available (Tawalbeh, 2025). Dissatisfaction and families’ expectations among teams is caused by this mismatch.
There are key problems such as favoritism charges when the managers change the schedule without explaining the specific reasons and perceived unfairness in shift distribution among the workers that creates a sense that the remote-working opportunities are distributed unfairly (Lasisi et al., 2022). When members have on-site and remote responsibility, communication failures occur as well, which elicits a lack of cohesiveness and problem-solving delay. During high trade seasons, when remote flexibility is often revoked due to operational needs, work life imbalance is faced especially among technical support personnel. In the end, complaints are caused by lack of transparency, equity and lack of consistent managerial assistance in putting flexible working rules into practice.
Evaluation of Contemporary HR Practices to Address Each Factor
HR Practices for Business Transformation
Strategic workforce planning is posited by modern HR practice to be very key to controlling the disruptive consequences of the company transformation. For Tesco, that means moving pre-emptively to redefine job descriptions to match digital capabilities, and ensuring that employees understand how their task functions are altered by automation, data-driven technologies and updated workflows. Competency-based job descriptions are particularly helpful since ambiguity is often a source of complaints and outlines behavioural, technical and cognitive standards that are consistent with digital work environments (Weathington, 2015). Frameworks for change management, like, Kotter's 8-Step Model or ADKAR, provide managers with organised methods of communicating change, aiding training, reducing resistance and sequencing change.
Given that 35% of retail employees in the UK say that they are not adequately equipped for digital transformation projects, upskilling and reskilling programmers are critical interventions. Tesco can help to improve morale, enhance capability, and reduce worry among employees by making capital outlay on constructional training programs. When applied correctly, these HR procedures are very helpful in reducing the amount of complaints as they create a more openness and less uncertainty and also gives employees the confidence to easily adjust to changing operational realities.
Digital Technology Trends HR Practices
those HR procedures that normalize the use of digital learning and reduce the perceived hazards of performance need to be addressed to alleviate the problems related to the use of technology. Employees will be able to use new tools without being overwhelmed if they receive regular technical support in addition to digital skills training. Continuous learning is supported by micro-learning platforms, which are short and targeted learning modules that are delivered during shifts. These systems work particularly well in retail environments in which the workload varies. Competency-building is further accelerated through on-the-job training through the form of peer mentorship or IT-led demonstrations.
Performance management systems need to change from being punitive in the way mistakes are interpreted to a helpful and development-oriented way. The value of a culture of psychological safety is confirmed by research demonstrating that 24 percent less technology-related complaints happened in teams with support performance cultures. Employees are encouraged to ask for help at the earliest opportunity by managers who are trained to set a working environment that is non-threatening, which prevents any problem from worsening. Improving the transparency of IT ticketing reduces mistrust and sense of neglect by showing progress updates, timelines of expected resolution and responsible teams. When considered as a whole, these HR procedures promote capability, surety, and fairness, all of which straight reduce the number of complaints based on technological innovation.

Flexible Working Arrangements: HR Practices
Clarity, equity and regular communication are the requirements that enable HR respond effectively to flexible working difficulties. Creating a clear policy on flexible working that meets the requirements of UK employment law means that all workers know the requirements, application process and eligibility to flexible working. This reduces the amount of subjective interpretation, which is one of the common causes of disagreement. Algorithmic planning is behind fair shift scheduling solutions checked by managerial supervision to ensure fair divide of onsite and remote work. Research suggests that companies who apply hybrid scheduling algorithms receive up to 30% fewer complaints about fairness in the shift assignment, proving to be a success in applying these algorithms when done properly (Taheri et al., 2020).
Misunderstandings about availability and workload allocation can be avoided by communicating workload expectations clearly especially during the times of high operations activity. Workload evaluations, stress management tools, and mental health help are some of the wellbeing programs that help workers adapt with changing demands. Frequent organised check-ins, such as team meetings, online updates and one-on-one evaluations, help to improve communication and boost a sense of unity between remote and on-site employees. By fostering equity, open-ended and on-going help, these HR procedures collaborate to address the root causes of complaints.

Critical Evaluation: How Departmental Managers Can Ensure Urgent Implementation
The translation of HR policies into day-to-day operational behavior is mostly the responsibility of departmental managers. Employee experience is directly affected by their ability to maintain uniform standards, transfer expectations and lead by example in terms of appropriate reactions to organisational and technological change. However, a lot of managers do not have the digital leadership skills required in environments where remote communication, IT functions and automation are commonplace. Therefore, it is important to ensure managers receive specialized training in digital literacy, change leadership and HR compliance. Inconsistent enforcement leads to mistrust, as well as to accelerate grievances in the absence of such capability-building. Inadequate supervision of management often results in unfair shift distribution, unclear training needs and uneven implementation of flexible work policies - all of which hurt the reputation of any organization.

Managers must accept quick and structured working procedures so as to move the HR reactions with speed. Weekly communication briefs ensure that employees receive the information about change in roles, training requirements, and scheduling changes in time. They are supported with the visuals in digital noticeboards and current news. More accountability is provided and less uncertainty exists by having quantifiable short-term activities such as completing specific training modules by predetermined deadlines, reviewing shift patterns bi-weekly, and regularly evaluating the distribution of digital workload. Feedback loops are also very important. Managers can detect new problems before they turn serious with the help of digital suggestion forms, pulse surveys and regular grievance trend research. Organizations who utilize channels of continuous feedback are able to resolve issues up to 40% faster, which brings their strategic worth to light as evidence from retail transformation programmers.
Rapid adoption is slowed down by a number of obstacles despite explicit frameworks. There is still a lot of resistance to change, particularly of the long serving managers who are accustomed to conventional supervisory techniques. Managers' ability to fully engage with new HR practices is also limited by time constraints especially during periods of elevated trading activity. Also, inadequate digital proficiency comes with limitations when supervising tech-driven scheduling and performance systems. Employee dissatisfaction and poor implementation discourages results from poor cooperation between the IT and HR Department delaying the problem resolution more.

Conclusion and Recommendations
Tesco's digital transformation and the flexible working arrangement have brought significant challenges to employees in a meaningful way, especially when the technological systems role-play on changing job expectations, altering workflow and increasing performance demands. These deviations have led to a growing sense of grievance, mainly fuelled by skill differentials, poor communications and perceived inequalities in scheduling and distribution of work. Contemporary HR practices - such as strategic workforce planning, organized development of digital skills, transparent scheduling mechanisms and added wellbeing support - provide viable solutions. However, their effectiveness depends terribly on coherent implementation. Departmental managers play a pivotal role to reinforce these practices through consistent communication, capability-building and decision-making with the aid of data. Without the strong involvement of management, there will continue to be gaps between the practice execution and trust within and levels of operation of employees.
Recommendations
To reduce grievances and embed a more resilient workforce framework, the following actions are recommended:
1. Implement a mandatory digital skills development programme across all departments to ensure capability and confidence in new technologies.
2. Adopt a transparent, rules-based scheduling system to promote fairness in shift allocation and flexible-working decisions.
3. Strengthen communication protocols during transformation initiatives, including structured updates and clear timelines.
4. Introduce regular wellbeing checks and psychological safety training to mitigate stress and normalize help-seeking.
5. Establish a joint HR–IT grievance review panel to analyse monthly trends, accelerate issue resolution, and support continuous improvement.
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