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[bookmark: _Toc235326118]Executive Summary
This report examines the key Human Resource Management (HRM) challenges facing BT Group plc in a rapidly changing business environment. It focuses on three issues: technological advancement, talent acquisition and retention, and diversity, equity and inclusion (DEI). The report evaluates how these challenges affect organisational performance, employee engagement and long-term sustainability. It applies relevant HR theories to assess contemporary practices, including workforce analytics, digital learning, employer branding and inclusive leadership. The report also critically evaluates the role of departmental managers in implementing these practices through leadership, communication and performance management. Finally, it provides practical recommendations to strengthen workforce capability, improve employee retention, promote inclusion and support BT's long-term organisational success.
[bookmark: _Toc235326119]1. Introduction
Human Resource Management (HRM) is now a strategic function that supports organisational performance, workforce capability and long-term competitive advantage. Armstrong and Taylor (2023) state that effective HRM helps organisations manage change and achieve business objectives. Today, organisations must respond to rapid technological change, competition for skilled employees and increasing expectations for diversity, equity and inclusion (DEI). This report examines these challenges within BT Group plc, focusing on technological advancement, talent acquisition and retention, and DEI. It evaluates contemporary HR practices and critically assesses how managers can implement these practices to improve organisational performance and long-term sustainability (BT Group, 2025a; BT Group, 2025c).


[bookmark: _Toc235326120]2. Key Organisational Factors Affecting BT Group
[bookmark: _Toc235326121]2.1 Adapting to Technological Advancements
One of the main challenges facing BT Group is adapting to rapid technological advancement. As a leading UK telecommunications provider, BT is using artificial intelligence (AI), cloud computing and digital technologies to transform its operations. According to BT's Annual Report, over 48,000 employees use AI productivity tools and thousands have completed digital training, showing that digital transformation is already reshaping workforce capability (BT Group, 2025a).
From an HR perspective, technological change increases the risk of skills obsolescence as employees may lack the capabilities required for new roles. Vrontis et al. (2022) argue that organisations must prioritise workforce planning, reskilling and change management to respond effectively to AI. This reflects the Resource-Based View (RBV), which suggests competitive advantage depends on developing valuable human resources rather than technology alone (Barney, 1991).
Technological change may also reduce employee confidence if automation is viewed as a threat to job security. Lewin's Change Management Model highlights the importance of preparing employees for change and reinforcing new behaviours. Therefore, BT should combine digital investment with effective change management and communication to reduce resistance and support successful transformation.

[bookmark: _Toc235326122]2.2 Talent Acquisition and Retention
A second challenge is attracting and retaining employees with specialist digital skills. BT requires expertise in cyber security, software engineering, AI and data analytics, but competition from technology firms and consultancies makes recruitment difficult. To address this, BT recruited over 600 apprentices and graduates in 2025 to strengthen its future talent pipeline (BT Group, 2025b). However, this does not immediately address shortages in experienced technical roles. Ployhart (2006) argues that recruitment creates strategic value only when integrated with employee development and retention.
Retention is equally important because losing skilled employees increases costs and reduces organisational capability. BT reported significant employee turnover during the year (BT Group, 2025a). Employees also expect career development, flexible working and wellbeing alongside competitive pay. Therefore, BT should strengthen its employee value proposition by combining reward with learning opportunities, supportive leadership and clear career progression to improve long-term retention.

[bookmark: _Toc235326123]2.3 Diversity, Equity and Inclusion (DEI)
The third challenge is promoting diversity, equity and inclusion (DEI). For BT, DEI extends beyond legal compliance and contributes to innovation, employee engagement and organisational reputation. BT publishes annual gender, ethnicity and disability pay-gap data to improve transparency and accountability (BT Group, 2025c). However, these figures indicate that achieving genuine equality remains an ongoing challenge. 
[image: Is Diversity, Equity And Inclusion Bringing Us Together, Or Pushing Us Further Apart?]Shore et al. (2011) argue that inclusion requires employees to feel respected, valued and actively involved in organisational life rather than simply being represented within the workforce. This highlights that increasing workforce diversity alone does not guarantee equal access to promotion, leadership opportunities or career development. BT must therefore create an inclusive culture where equitable opportunities exist throughout the employee lifecycle.
Inclusive organisations can improve innovation, decision-making and employee commitment (Roberson, 2019). When employees experience fairness and inclusion, they are more likely to engage and contribute to organisational goals. Therefore, BT should embed inclusive leadership and equitable HR practices across recruitment, development and promotion rather than treating DEI as a separate initiative.
[bookmark: _Toc235326124]3. Evaluation of Contemporary HR Practices
[bookmark: _Toc235326125]3.1 HR Practices for Adapting to Technological Advancement
To respond effectively to technological change, BT should adopt an integrated HR approach combining workforce analytics, digital learning, reskilling and internal mobility. As digital transformation changes workforce requirements, HR must develop employee capabilities rather than rely solely on external recruitment. Marler and Boudreau (2017) argue that HR analytics supports evidence-based decision-making by linking workforce data with organisational performance. At BT, this can identify digital skills gaps, forecast future capability needs and evaluate training effectiveness.
A key strength of workforce analytics is that it supports proactive workforce planning by anticipating future demand for AI, cyber security and cloud computing skills. This reflects the Resource-Based View, which emphasises developing valuable internal capabilities to achieve competitive advantage (Barney, 1991). However, workforce analytics cannot explain the reasons behind employee behaviour. Low training participation may result from workload pressures, poor leadership or job insecurity rather than a lack of motivation. Therefore, workforce data should support managerial judgement rather than replace it. BT should also link reskilling programmes with internal career opportunities to improve retention and organisational agility.

[bookmark: _Toc235326126]3.2 HR Practices for Talent Acquisition and Retention
BT should adopt a strategic talent management approach combining workforce planning, employer branding, career development and employee engagement. Although apprenticeship and graduate programmes strengthen future capability (BT Group, 2025b), recruitment alone cannot solve skills shortages. Ployhart (2006) argues that recruitment creates long-term value only when integrated with employee development and retention.
[image: Talent Acquisition and Retention Strategies: A Comprehensive Guide - Aeon Nexus]Employer branding is increasingly important because many candidates’ value career development, flexibility, wellbeing and organisational purpose alongside salary. BT's investment in digital learning supports its employer brand, but these commitments must be reflected in employees' everyday experience. Armstrong and Taylor (2023) argue that effective reward extends beyond pay to include recognition, career development and work-life balance. Therefore, BT should combine competitive reward with mentoring, internal mobility and continuous learning. Although these practices require investment, they can reduce turnover, protect organisational knowledge and improve long-term employee commitment.
[bookmark: _Toc235326127]3.3 HR Practices for Diversity, Equity and Inclusion (DEI)
An effective DEI strategy should extend across recruitment, development, promotion and leadership. BT has strengthened transparency by publishing gender, ethnicity and disability pay-gap data (BT Group, 2025c). However, reporting alone does not ensure equal opportunity.[image: DIVERSITY, EQUITY AND INCLUSION (DEI) AT THE WORKPLACE By Lucy Nuthu - College of Human Resource Management]
Inclusive recruitment, structured interviews and diverse selection panels can reduce bias and widen access to employment. Nevertheless, these practices mainly influence entry into the organisation and do not guarantee fair progression. Shore et al. (2011) argue that inclusion exists when employees feel valued and actively involved in organisational life. This highlights the importance of equitable promotion, mentoring and inclusive leadership development.
Roberson (2019) also suggests that inclusive organisations achieve stronger innovation and organisational performance by benefiting from diverse perspectives. However, DEI initiatives may become symbolic if organisations focus only on reporting statistics instead of changing organisational culture. BT should therefore combine pay-gap monitoring with employee feedback, leadership accountability and regular reviews of promotion and development outcomes. Embedding DEI into performance management and succession planning is more likely to achieve sustainable organisational change than treating inclusion as a separate HR initiative.
[bookmark: _Toc235326128]4. Critical Evaluation of Managerial Implementation
[bookmark: _Toc235326129]4.1 Leadership Accountability
The success of BT Group's HR strategy depends on how effectively departmental managers implement HR practices. While HR develops policies and frameworks, managers shape employees' daily experiences through communication, performance management, coaching and career development. Consequently, the success of technological transformation, talent retention and diversity, equity and inclusion (DEI) depend on managerial capability as well as HR policy. This reflects the principles of High-Performance Work Systems (HPWS), which argue that organisational performance improves when HR practices are consistently supported through leadership, employee involvement and continuous development (Armstrong and Taylor, 2023).
[image: Critical Evaluation Stock Photos, Images and Backgrounds for Free Download]
A key managerial responsibility is leadership accountability. Managers should be evaluated on people outcomes as well as operational performance by supporting skills development, internal mobility and fair recruitment and promotion. Focusing only on short-term productivity may reduce investment in employee development and wellbeing. Therefore, BT should include measures such as engagement, retention, learning participation and inclusion within managers’ performance objectives to support strategic HR priorities.
[bookmark: _Toc235326130]4.2 Change Management and Communication
Managers must also recognise the urgency of implementing HR initiatives during organisational transformation. Delays in reskilling employees or addressing retention issues may increase skills shortages, reduce service quality and weaken BT's competitive position. However, urgency should not lead to rushed implementation. Kotter (1996) argues that successful organisational change requires leaders to communicate a clear vision, build employee commitment and reinforce new behaviours through continuous support. Applying this model at BT would reduce resistance, strengthen engagement and improve the success of digital transformation.
[image: Effective Communication Skills: How to speak with Grace - Oak Health Foundation]Effective communication is equally important during restructuring and technological change. Employees often experience uncertainty about job security, changing responsibilities and future career opportunities. Managers should therefore provide regular, honest and two-way communication that explains why change is necessary, how it will affect employees and what support is available. Encouraging employee feedback through meetings and individual discussions can strengthen trust and increase commitment to organisational change. Without effective communication, employees may resist change, reduce motivation and increasing voluntary turnover.
[bookmark: _Toc235326131]4.3 Monitoring HR Performance and Organisational Culture
Managers should also monitor the effectiveness of HR initiatives using evidence-based performance measures such as employee engagement, turnover, promotion rates, training participation and workforce diversity. These indicators help managers evaluate whether HR strategies achieve their intended outcomes. However, quantitative data alone cannot fully capture employees' experiences of fairness or inclusion. Managers should therefore combine workforce analytics with qualitative feedback from employee surveys and exit interviews to identify underlying issues and improve decision-making (Marler and Boudreau, 2017).
Finally, managers play a vital role in shaping organisational culture. However, they may face barriers such as employee resistance to change, concerns about AI, inconsistent leadership and pressure to prioritise short-term performance. To overcome these challenges, BT should provide managers with training in change management and inclusive leadership, encourage employee involvement, and align performance measures with learning, development and inclusion rather than short-term operational targets. Developing these capabilities will improve consistency across departments and strengthen employee trust. Ultimately, sustainable organisational performance depends on aligning HR strategy, leadership behaviour, organisational culture and performance management so that employees view change as an opportunity rather than a threat.
[bookmark: _Toc235326132]5. Conclusion
[image: How to write an excellent thesis conclusion [with examples] - Paperpile]This report examined the three main HR challenges facing BT Group: technological advancement, talent acquisition and retention, and diversity, equity and inclusion (DEI). The analysis showed that these challenges directly affect organisational performance, employee engagement and long-term sustainability. Although BT has invested in digital transformation, workforce development and inclusive employment practices, their success depends on effective managerial implementation. Contemporary HR practices such as workforce analytics, digital learning, employer branding and inclusive leadership can strengthen organisational capability when applied consistently. BT should continue aligning strategic HR practices with business objectives to build a skilled, adaptable and inclusive workforce that maintains long-term competitive advantage.


[bookmark: _Toc235326133]6. Recommendations
[image: Recommendation Images - Free Download on Magnific (formerly Freepik)]BT should introduce a structured reskill-to-role programme linking digital learning with internal AI, cyber security and data roles. Workforce analytics should be expanded to identify skills gaps, turnover risks and succession needs. To improve attraction and retention, BT should strengthen its Employee Value Proposition by combining competitive reward, flexible working, wellbeing, career development and internal mobility. The organisation should also review recruitment, promotion and performance management processes to ensure equal opportunities and address progression barriers. Finally, managers should be held accountable for engagement, retention, learning and inclusion outcomes to ensure HR strategies are implemented consistently across the organisation.
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