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1. Introduction
Human Resource Management plays a critical role in ensuring organisational sustainability, competitiveness, and performance. In modern organisations, HR professionals face increasing challenges driven by rapid technological change, workforce diversity, and talent shortages (Armstrong, 2020). These challenges are particularly significant in labour-intensive industries such as facilities management.
This report critically analyses HR challenges within Mitie, a UK-based facilities management company. The report focuses on three key areas: Technological advancement, talent acquisition and retention, and DEI. It also evaluates HR practices to address challenges, examines the role of managers in effective implementation.
The aim is to provide a structured, evidence-based analysis supported by academic literature and industry data, concluding with practical recommendations for improving HR effectiveness within Mitie.
2. Company Overview 
Mitie is a UK’s largest facilities and cleaning management services companies, employing over 70,000–84,000 people across sectors such as security, engineering, and healthcare. The organisation operates in both public and private sectors, delivering essential services that impact millions daily.
Mitie has been recognised as a top UK employer due to its strong HR practices, employee engagement strategies, and commitment to wellbeing and inclusion. However, like many large service-based organisations, it faces significant HR challenges, particularly in workforce management, recruitment, and maintaining service quality.
Its labour-intensive business model makes HR a central strategic function, directly influencing operational performance and customer satisfaction.
3. Key HR Challenges
3.1 Technological Advancement 
One of the major challenges facing Mitie is adapting to rapid technological change. As a technology-led facilities transformation company, Mitie increasingly relies on digital tools, automation, and data analytics to enhance operational efficiency and service delivery (Mitie Group plc, 2025). While these advancements offer significant benefits, they also create substantial HR challenges.
Integrating new technologies requires continuous employee upskilling and training. Many frontline employees may lack the necessary digital competencies, resulting in a skills gap that can hinder productivity and slow the adoption of innovation. According to CIPD (2023), organisations must prioritise reskilling initiatives to remain competitive in a digital economy.

Furthermore, technological change often leads to workforce restructuring, including job redesign and potential displacement. This can create uncertainty and resistance among employees, negatively affecting morale and engagement. HR must therefore balance efficiency gains with employee wellbeing and job security.
Another critical issue is the ethical use of artificial intelligence in HR processes such as recruitment. Research indicates that algorithm-based systems can reinforce existing biases if not carefully monitored (Du and Lee, 2023).
Therefore, Mitie must invest in comprehensive digital training programmes and ensure the ethical and transparent use of HR technologies to maintain competitiveness and workforce trust.
3.2 Talent Acquisition and Retention 
Talent acquisition and retention remain critical challenges for Mitie. The company operates in a highly competitive labour market, requiring a large workforce to deliver services.
Mitie’s annual report highlights the risk of “difficulty in attracting, recruiting and retaining suitably talented people,” which could lead to skills shortages and operational disruption.
High employee turnover has historically been a concern, impacting costs, morale, and service quality. Additionally, informal workforce feedback suggests issues such as communication gaps, inconsistent training, and dissatisfaction with pay structures, which may affect retention (edit, 2026).
Furthermore, the nature of facilities management work—often low-paid and high-pressure—makes it difficult to retain employees long-term.
To remain competitive, Mitie must enhance its employer value proposition, improve employee engagement, and ensure fair compensation and career progression opportunities.
3.3 Diversity, Equity, Inclusion (DEI) 
Diversity, Equity, Inclusion (DEI) a significant HR challenge for Mitie, despite its strong public commitment to inclusive practices and recognition as a leading inclusive employer in the UK (Mitie, 2026). As a large organisation with a diverse workforce, maintaining consistent inclusivity across all levels and departments is complex.
Key challenges include workplace discrimination, communication barriers, and cultural misunderstandings, all of which can negatively affect employee relations and organisational cohesion. According to CIPD (2023), organisations must move beyond policy frameworks and actively embed inclusive behaviours within their workplace culture.
Recent controversies and disciplinary cases within the wider industry highlight the difficulties organisations face in ensuring ethical conduct and fairness (The Times, 2024). Such issues emphasise the importance of strong governance, accountability, and transparent HR processes.

Additionally, ensuring equal opportunities across different job roles—particularly for frontline employees—remains a challenge. Employees from diverse backgrounds may experience barriers to career progression, training, and development opportunities. Social identity theory suggests that unconscious bias can influence decision-making, potentially leading to unequal treatment (Tajfel and Turner, 1979).
Therefore, Mitie must strengthen inclusive recruitment practices, promote equitable treatment, and continuously monitor workplace culture to ensure that DEI initiatives translate into meaningful organisational outcomes.
3.4 Inclusive Leadership Theory 
Highlights the role of leaders in fostering inclusive environments. Leaders who actively value diversity and encourage participation can enhance employee engagement and innovation (Carmeli et al., 2010). Inclusive leadership is particularly important in large organisations where employees may feel disconnected or marginalised.
Modern HR practices include the use of AI in recruitment, HR analytics, and digital learning platforms. Mitie uses online recruitment systems and workforce analytics to improve efficiency.
Advantages:
Improved decision-making through data analytics
Reduced recruitment costs
Enhanced employee experience
Limitations:
Risk of algorithmic bias
Data privacy concerns
Employee resistance
The Ulrich HR Model (Ulrich, 1997) emphasises HR as a strategic partner. Digital transformation supports this by enabling HR to focus on strategic roles rather than administrative tasks.
4. Evaluation of Contemporary HR Practices
To address the above challenges, organisations like Mitie adopt various contemporary HR practices:
Digital HR and Learning Systems
Mitie uses digital platforms for training and development, enabling employees to access learning resources and improve skills. These systems support continuous learning, which is essential in adapting to technological change.
Employee Engagement Strategies
Mitie conducts regular employee surveys and engagement initiatives to gather feedback and improve workplace culture. Engagement programmes, such as recognition schemes, contribute to employee motivation.
Despite these efforts, feedback from informal sources suggests inconsistencies in communication and management practices. This indicates that engagement strategies may not be uniformly implemented.
Talent Management and Development
Mitie has implemented structured talent management frameworks, including performance reviews and leadership development programmes. These initiatives help identify high-potential employees and support career progression.
Such practices align with modern HR approaches, which emphasise internal talent development rather than external hiring alone. However, the effectiveness depends on consistent execution across departments.
Flexible Benefits and Wellbeing Programmes
Mitie offers a range of benefits, including financial support, wellbeing programmes, and mental health services, aimed at enhancing employee experience and overall job satisfaction. These initiatives contribute significantly to improving employee retention and reducing absenteeism. In today’s workforce, employee wellbeing is widely recognised as a key driver of productivity, engagement, and organisational performance (CIPD, 2023).
Furthermore, research suggests that organisations that prioritise employee wellbeing are more likely to foster a positive work culture and higher levels of commitment. Mitie’s focus on wellbeing therefore reflects best practice, although continuous evaluation is necessary to ensure these programmes meet diverse employee needs.
Diversity and Inclusion Initiatives
Mitie has adopted inclusive hiring practices and initiatives to support underrepresented groups. These include diversity training and equal opportunity policies.
However, research shows that DEI initiatives must go beyond policies to create real behavioural change. Without strong leadership commitment, such initiatives may have limited impact.
Recruitment and Employer Branding
Mitie promotes itself as a “destination employer” with a strong organisational culture. Employer branding is essential for attracting talent in competitive markets.
However, maintaining this image requires consistent employee experience across all levels. Any mismatch between branding and reality can damage reputation.
Overall, while Mitie adopts several contemporary HR practices, challenges remain in ensuring consistency, inclusivity, and effectiveness across its large workforce.
5. Role of Managers in HR Strategy Implementation
Departmental managers play a crucial role in implementing HR strategies effectively, acting as the link between strategic intent and operational execution. Their responsibilities extend beyond administrative functions to include translating HR policies into practice, managing teams, and ensuring alignment with organisational goals. According to Armstrong (2020), line managers are increasingly responsible for delivering HR practices, making their role central to organisational performance. This is particularly relevant in labour-intensive organisations such as Mitie Group plc, where service quality is directly influenced by employee performance and engagement.
Leadership and Communication
Effective leadership and communication are fundamental to successful HR implementation. Managers must clearly communicate organisational changes, policies, and expectations to employees to ensure understanding and engagement. Poor communication can result in confusion, reduced morale, and resistance to change, ultimately undermining organisational effectiveness (CIPD, 2023).
 In the context of Mitie, communication gaps identified in employee feedback suggest inconsistencies in how HR strategies are conveyed and implemented across departments. This reflects a broader issue identified in the literature, where lack of managerial communication is a key barrier to employee engagement (Macey and Schneider, 2008). 
From a critical perspective, transformational leadership theory highlights the importance of leaders who inspire, motivate, and engage employees through clear vision and communication (Bass, 1985). Managers who adopt this approach are more likely to gain employee commitment and reduce resistance to organisational change. Therefore, Mitie must ensure that managers are equipped with strong communication and leadership skills to effectively implement HR strategies.
Supporting Technological Adoption
Managers also play a vital role in facilitating the adoption of new technologies within the organisation. As Mitie continues to invest in digital transformation, managers must act as change agents, supporting employees in adapting to new systems and processes. This includes providing training, addressing employee concerns, and ensuring that technological changes are integrated smoothly into daily operations.

Research from Harvard Business Review indicates that digital transformation initiatives often fail not due to technological limitations but because of inadequate leadership and employee readiness (Kane et al., 2019). This highlights the importance of managerial support in overcoming resistance to change.
Without effective managerial involvement, technological initiatives may fail due to lack of engagement, insufficient training, or resistance from employees. In Mitie’s case, this risk is particularly significant given the diverse skill levels within its workforce.
Critically, managers must balance the implementation of technology with consideration for employee wellbeing. Rapid technological change can create anxiety and job insecurity, which may negatively impact performance. Therefore, a supportive and inclusive approach is essential to ensure successful adoption.
Conclusion of Section
Overall, departmental managers are central to the success of HR strategies in Mitie. Their ability to communicate effectively and support technological change directly influences employee engagement, productivity, and organisational performance. Strengthening managerial capability through targeted training and leadership development is therefore essential.
Moreover, managers must adopt a proactive and inclusive approach, ensuring that employees feel supported during organisational change. By enhancing communication, fostering trust, and promoting continuous learning, managers can reduce resistance and improve adaptability. Ultimately, effective managerial leadership will enable Mitie to successfully implement HR strategies, drive workforce performance, and maintain a competitive advantage in a rapidly evolving business environment.
6. Recommendations
Invest in comprehensive digital skills training programmes.
Improve communication between management and employees.
Enhance retention through competitive rewards and career development.
Strengthen inclusive leadership through DEI training.
Use HR analytics to support data-driven decision-making.
7. Conclusion
This report has critically examined HR challenges in Mitie Group plc, focusing on technological change, talent management, and diversity, equity, and inclusion (DEI). While the organisation has adopted contemporary HR practices, significant challenges remain in ensuring consistent implementation across its workforce. Effective managerial involvement is essential to translate strategy into practice. By addressing these challenges, Mitie can enhance employee engagement, improve operational efficiency, strengthen organisational performance, and achieve long-term sustainability in an increasingly competitive and dynamic business environment.
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