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[bookmark: _Toc216363977]INTRODUCTION
Pizza Pilgrims London, a growing pizzeria chain, has recently expanded its operations, adopted new digital tools and introduced more flexible scheduling arrangements. While these developments support business growth, they have also contributed to a noticeable increase in staff grievances. This pattern is common in hospitality settings undergoing rapid change (CIPD, 2023). As a new HR professional  in Pizza Pilgrims, it is essential to understand how organisational transformation, technology adoption and flexible working pressures are shaping employee experiences. This report explains the key contributing factors, evaluates contemporary HR practices that can address them, and assesses how managers can ensure effective and urgent implementation(Kotter, 2014; ACAS, 2022).
[bookmark: _Toc216363978]Business Transformation, Digital Technology Trends and Flexible Working

Business transformation refers to big changes that a company makes across different areas, such as its operations, culture, and digital tools to keep up with shifts in the market. The purpose is to improve how the business works, deliver better value to customers and reduce overall costs. Although the idea sounds simple, transforming a business is a complicated process that has many stages. It usually takes a long time to complete because it affects every part of the organisation. For this reason, the transformation must be guided by senior leaders to make sure that all teams move in the same direction (LeanIX 2024).
Although digital tools can accelerate and strengthen change through automation, data insights or improved customer interactions they are only one part of the transformation process. Real transformation requires shifts in mindset, leadership approach, governance structures and everyday working practices. Digital change may act as the trigger or the most visible aspect of a transformation initiative, but without parallel improvements to processes, employee capabilities and organisational culture, it is unlikely to achieve long-term results. For instance, a company may invest in advanced technology, but if leaders and staff are not aligned, trained or committed to the change, the expected value and benefits will not be realised (Grant Thornton 2025).
Pizza Pilgrims London has expanded quickly, opening new sites and increasing delivery operations. Such transformation often leads to role ambiguity and increased stress because employees must adapt to altered expectations, new reporting structures and fluctuating demands (Burnes, 2020). For instance, Senior Pizza Chefs now handle training duties alongside production, which may cause confusion without adequate support. Rapid menu innovation and changes in supply routines can also overwhelm employees who must learn new recipes or procedures with limited preparation time (CIPD, 2021).
Digital tools can also contribute to employee grievances. Systems such as EPOS, stock control software, delivery apps and rota platforms can cause frustration when staff find them difficult to use during busy times (Deloitte, 2023). In addition, monitoring features like temperature checks or productivity tracking may make employees feel overly watched, reducing trust in management. Communication overload is another issue. The use of multiple apps WhatsApp groups, rota systems, notifications can creates a fragmented flow of information. Research shows that digital communication pressure often increases stress and weakens work–life boundaries.
Flexible working presents further complications. While Pizza Pilgrims attempts to offer flexible shift patterns, many hospitality roles cannot be conducted remotely. This creates perceived inequality between roles with administrative duties and those that are entirely site-based (CIPD, 2022). Additionally, unpredictable customer demand can require last-minute overtime, contributing to fatigue and work–life conflict. When business is slow, staff may face reduced hours, raising financial and fairness concerns. Across all three factors, communication gaps and inconsistent management contribute significantly to grievances. Without structured messages, clear expectations and fairness in scheduling, employees experience uncertainty and dissatisfaction, conditions known to increase conflict in hospitality settings (Leotin, S. 2025).
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Historically, HR was viewed largely as an administrative function concerned with compliance, documentation and resolving employee issues. Its primary purpose was often perceived as maintaining productivity and protecting organisational interests. Contemporary HR, however, adopts a more people-centred orientation, aiming to enhance employee experience, engagement and wellbeing. Achieving these outcomes requires new competencies and modern HR technologies. Understanding current HR trends is therefore essential for implementing practices that support both employees and organisational performance (Culture Amp 2017).
When HR practices are implemented together, their overall impact on organisational performance becomes significantly stronger. Core best practices typically include ensuring job security, recruiting carefully to select the right talent, promoting self-managed and high-performing teams, offering fair and merit-based rewards, and providing continuous skills development. Effective organisations also adopt flatter structures and ensure employees have easy access to information. In addition to these practices, modern HR emphasises transparency, strong employee engagement and consistent performance management, all of which contribute to a more collaborative and motivated workforce (AIHR 2025).
Involving chefs and supervisors in decision-making also increases ownership and reduces resistance (CIPD, 2021). A second HR practice is competency-based workforce planning. This approach identifies skills required for expanded operations digital literacy, stock management, customer communication and aligns training accordingly (CIPD, 2021). Short digital tutorials, on-site demonstrations and “digital champions” can reduce anxiety about new systems (Deloitte, 2023).
Implementing e-HRM tools such as self-service HR portals improves transparency and allows staff to access rotas, holiday balances and payslips independently (Bondarouk & Brewster, 2016). To avoid distrust, HR must also clarify how digital employee data is used (Ball, 2010).
In the hospitality sector, wellbeing initiatives play an essential role because employees often face intense workloads and emotional strain. Organisations can support staff through measures such as mental health first aiders, Employee Assistance Programmes, scheduled rest periods and wellbeing resources (Mind, 2020). These interventions help lower stress levels and can significantly decrease the likelihood of burnout and staff turnover (Mind, 2020).
Flexible working challenges have also increased across the UK, as recent labour-market data shows that hybrid and variable-hours arrangements have grown rapidly since 2021, creating inconsistencies in how flexibility is experienced across different roles (ONS, 2022).To address flexible working issues, Pizza Pilgrims London should introduce a clear and inclusive flexible working policy, specifying eligibility, shift swap procedures and expectations. Transparent guidelines help reduce perceptions of favouritism (CIPD, 2022). Digital rota systems should be monitored to ensure fairness where algorithms allocate hours.
Performance management should shift to continuous feedback rather than annual appraisals (CIPD, 2020). Weekly check-ins between managers and employees allow early identification of issues, reducing the likelihood of grievances escalating. Employee voice mechanisms such as anonymous suggestion forms, monthly pulse surveys and team discussion sessions help employees express concerns safely and promote stronger organisational culture (ACAS, 2024).
[bookmark: _Toc216363980]How Can Ensure Urgent Implementation
Team performance often depends on developing an appropriate sense of urgency, which should come from clear goals rather than excessive pressure. When urgency is missing, teams may become complacent, delaying important tasks or reducing quality. This is frequently linked to unclear communication or insufficient motivation from leaders.
Creating urgency requires strong leadership and transparent communication. When managers explain the purpose behind tasks, employees are more engaged and understand the importance of meeting deadlines. A well-communicated sense of urgency encourages action, shared accountability and progress toward organisational objectives (Tempo n.d.)
The successful implementation of HR practices depends heavily on departmental managers, who act as the primary link between organisational change strategies and employees. To ensure urgent adoption, managers must first demonstrate visible commitment. Employees are more likely to engage with new systems or policies when they see managers actively participating in training, using new tools and supporting organisational priorities (Goleman, 2013).
Clear communication is essential. Managers are responsible for translating organisational strategies into understandable messages that reflect team needs. During periods of change, employees look to their managers for clarity, reassurance and guidance. If messages are inconsistent or delayed, confusion and mistrust can spread quickly (CIPD, 2021).
Urgent implementation also requires performance accountability. Managers should establish clear expectations around the adoption of new systems or ways of working, setting measurable objectives and monitoring progress. HR teams can support this by providing managers with data dashboards or progress reports, helping them identify where additional support or intervention may be needed (CIPD 2025).
Creating a sense of urgency in a team starts with getting people to take quick action, even if the next steps are not fully clear. After that, it is important to keep things moving by removing delays, reducing unnecessary paperwork and using tools that help the team work faster. The focus should then shift from just completing tasks to achieving real results. Finally, managers should regularly review how the team is working, identify problems and make improvements.
There are also other simple ways to build urgency. First, make it part of the team culture by encouraging fast decisions and efficient working habits. Second, explain why urgent tasks matter so employees understand the impact of their work. Third, show the behaviour you want, when leaders act urgently, the team is more likely to follow. Setting clear goals, using smaller deadlines and introducing stretch goals can help the team stay motivated and make steady progress. Celebrating achievements, even small ones, reinforces good habits. Lastly, managers should be available to support their team, offer guidance and provide resources, especially when deadlines are tight ( Tempo n.d.)

[bookmark: _Toc216363981]CONCLUSION AND RECOMMENDATIONS
The rise in grievances at Pizza Pilgrims London reflects the pressures created by rapid organisational expansion, increasing dependence on digital systems, and the complexities of applying flexible working within a hospitality setting. These changes have reshaped employee expectations and intensified operational demands, particularly in areas where communication, training and consistency are not fully aligned. Contemporary HR practices such as competency-based development, wellbeing initiatives, transparent performance management and stronger employee voice mechanisms offer effective ways to address these challenges and strengthen the employee experience.
To ensure these practices deliver meaningful results, strong and proactive managerial leadership is essential. Managers must communicate clearly, act as visible role models and create an appropriate sense of urgency that encourages progress without overwhelming staff. By aligning technology, people processes and workplace culture, Pizza Pilgrims London can develop a more resilient, fair and engaged workforce capable of supporting continued growth.
Based on the analysis, the following recommendations should guide future HR and managerial action:

· Communicate clearly: Managers should regularly explain operational changes, expectations and new systems to avoid confusion and ensure alignment.
· Improve digital training: Short, practical training sessions on EPOS, delivery platforms and rota systems will help staff feel confident using technology.
· Ensure fairness in flexible working: A clear policy outlining eligibility, processes and expectations will promote consistency and reduce perceptions of favouritism.
· Strengthen wellbeing support: Providing structured breaks, wellbeing resources and access to support services will reduce stress and prevent burnout.
· Introduce regular performance check-ins: Replacing annual reviews with frequent conversations enables early identification of concerns and continuous development.
· Enhance employee voice mechanisms: Pulse surveys, suggestion boxes and team discussions give employees safe ways to express concerns before they escalate.
· Develop managerial capability: Training in communication, leadership, digital literacy and problem-solving will enable managers to better support their teams.
· Build urgency positively: Managers should establish clear goals, set small milestones and acknowledge progress to maintain motivation during periods of change.
Together, these actions will help Pizza Pilgrims London reduce grievances, improve employee satisfaction and build a stronger, more adaptable workforce prepared for future organisational growth (CIPD, 2023; ACAS, 2022).
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