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[bookmark: _Toc121850236]Task 1: Individual Business Report 
[bookmark: _Toc121850237]1. Introduction
Total quality management is one of the important aspects that help the business organisation in improving their quality standard and also understanding the appropriate process of managing the business. The study will be providing an analysis of the importance of bottom-line benefits and also find the excellence of customer experience by providing better services. The study will be providing an analysis of Marks and Spencer’s and how they are currently conducting their business activities. The study also illustrates a different model that is used by the company for connecting their business activities and also improving the business in an effective manner. The study would also be illustrating the importance of CRM modules including its benefit for the business organisation. Necessary recommendations will be also incorporated by which companies can easily conduct their business activities effectively. 
[bookmark: _Toc121850238]2. Company Context
Spencer is a famous business organisation in the United Kingdom and they currently provide clothing products in different parts of the globe. The company is well known and popular for their better quality of the product that is provided at a reasonable rate. HRM practices play an important role in rewarding, attracting, retaining and motivating employees extensively (Alshurideh, 2022). The potential concerns regarding HRM practices regarding management activities in terms of investment within training and development, performance management and staffing with regard to improving employee retention. Higher levels of employee commitment have been considered a major element in terms of utilising HRM practices to enhance the level of employee retention within Marks and Spencer’s.
Higher levels of employee turnover within Marks and Spencer can be demonstrated as a serious concern that affects the productivity and profitability of the respective entity over the retail market in the United Kingdom both emotionally and financially. The worst match between the employees and their jobs can be esteemed as a major cause of increased employee turnover within Marks and Spencer’s (Marks and Spencer, 2022). Necessary training and development programmes are incorporated for improving the morale of employees and also make them capable of communicating with customers effectively. Employees that have been placed within respective jobs that are difficult can lead to quit and discourage employees extensively over a specific period (Er, 2020). Lack of adequate information about the potential requirements of job skills that are required to fill the vacancy of a job can result in the hiring of either overqualified or under-skilled workers respectively. Thus, the business organisation can easily improve their working activities on behalf of violet-related employees and have adequate knowledge about customer relationship management.  
[bookmark: _Toc121850239]3. Models Review
Customer relationship management refers to a management function that helps to offer a potential base for maintaining and creating better relations for long-term association respectively (Kneebone et al., 2021). It offers a significant platform to synchronise and organise customer service along with working to offer efficient technical support in an accurate way.  As a result, the process of CRM becomes very essential for a business such as Marks & Spencer for a long period. The relevant utilisation of an efficient CRM tool plays an important role for businesses with valuable feedback related to relevant products along with attending to critical grievances and queries in a significant way (Michel and Nouy, 2022). Several models are important to be utilised by the organisational manager of Marks & Spencer to enable the smooth operation of customer service over respective markets. The concerned relationship models have been effectively developed over the recent decades to attain a certain level of productivity over the respective market by the concerned entity (Khashab et al., 2020). Some of the most important CRM models that can be utilised by the business manager of the current organisation can be summed up as follows:
IDIC Model
IDIC model denotes identification, differentiation, interaction and customisation that can be utilised by the organisational manager of the current organisation in an accurate way. The present model plays a vital role to assess the production of consumers along with their value to the concerned business in an appropriate way.
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Figure 1: IDIC Model
(Source: Guerola-Navarro et al., 2021)
Identification
A business that is highly engaged in performing the work towards customer relationship management needs to assess the preferences, wants and needs of the consumer in an accurate way (Sharmen, 2018). It can be helpful for creating new strategies and products oriented towards the consumer respectively.
Differentiation
It is important for the business managers of Mark and Spencer’s to differentiate the base of consumers into needs and values for meeting the consumer expectations extensively. The concerned differences play an important role to develop relevant strategies for meeting consumer expectations and organisational objectives for strong consumer relations over the respective market.
Interaction
Consumer interactions can be considered an efficient factor for the current organisation to understand consumer estimations along with their relations towards business services and products. Interactions based on the values and needs of consumers offer an option to extract feedback and want an opinion from the consumers in an appropriate way (Deszczyński, 2018).
Customisation
After identification, differentiation and interaction with the consumers, opinions can be extracted by the business manager of the current organisation for new product customisations and new strategies respectively. As a result, the present model offers a sound framework that can be utilised by the present business in order to tread over consumer engagement along with working in such a manner that can be helpful to meet the consumer's expectations in an accurate manner.
QCI Model
The Quality Competitive Index (QCI) related to the CRM model effectively focuses on the management of consumers as compared to the improvement in the relationships with consumers respectively (Miremadi and Ghanadiof, 2021). The major components related to the concerned model can be evaluated as follows:
· Analysing and Planning
It is vital for the business manager to fill in any behavioural gaps and data that can be presented within the company prospects in order to monitor the potential value that can be generated by the organisation for its consumer.
· Information and Technology
Technology utilised within the current entity plays a vital role to determine the process of adding the information based on consumers to the CRM systems in an accurate way. The technology needs to be utilised by the business manager in such a manner that can be helpful to learn and conduct updates and reviews for the modification of technology as required over a definite period (Hosseini-Motlagh et al., 2019).
· Process Management
The business manager of the current organisation needs to ensure that the consumer service and sales team are highly engaged in providing immense support to the consumers in a consistent way. The shortcomings are important to be identified along with figuring out the relevant solutions to overcome such shortcomings appropriately.
· People and Organisation
Certain employees within the organisation need to be designated by the business manager of Marks and Spencers as responsible to manage consumer feedback such as online reviews and service enquiries in an accurate way. 
· Customer Management Activity
Customer Management Activity primarily involves effective elements such as acquisition, retention and penetration that can be effectively evaluated by the business manager in order to improve the consumer relationships with the organisation extensively (Deszczyński, 2018).
· Consumer Experience
The identical processes are essential to be conducted by the business manager of Marks and Spencer in order to enhance the level of productivity and profitability of the consideration of the respective industry. It can be generated with the help of improving the level of satisfaction among consumers irrespective of the volume of sales over a specific period.
[bookmark: _Toc121850240]4. Model Selection and Application 
IDIC: Customer relationship management and also help the company in maintaining a long run in the market. It provided a major understanding of the process of improving customer service and also building the business environment effectively. For establishing a safe inclusive working environment, the business organisation needs to identify their primary customer to whom they will be reaching and also provide them with a better quality product (Arvand et al., 2020). The organisation would be reaching the target customer between the age group of 11 to 55 to whom the product will be sold and the differentiation will be done to be up to the quality standard. The organisation would also interact with different customers at different times. The motive is to understand the appropriate way of meeting the requirements of the customer and also try to maintain a proper way of customising their product and services. The company also needs to contact proper market research for identifying the expectation of customers and also differentiate the expectation. Feedback is on other activities by which organisations can easily develop strong relationships with customers regarding the product provided by Marks and Spencer’s. 
Technology plays a very important role in companies like Marks & Spencer’s as technologies help with communication with customers to design products. The fastest means of promoting a brand are social media and Marks and Spencer’s are performing well with the help of these platforms. Marks & Spencer’s also enjoys a lot of opportunities that are metrics-based information (Krizanova et al., 2018). The advancements in technology help to maximise revenue, marketing and positioning. The company mainly targets people that are within the age group of 11 to 55 and targets middle-aged people as well as the young generation. It targets both males and females but recently, it has made a very significant investment in the areas of women's fashion as the leisure trend has been the most dominant fashion trend in recent times. The main motive behind targeting young people is that they are future enthusiasts that can take the brand a long way. 
Good corporate governance of this company helps in effective decision making and through this, the board of directors of the company can implement moral and ethical responsibilities appropriately. This company needs to organise the board of directors meeting on a regular basis to analyse the mission and vision of the company and maintain the organisational culture (Barcelo-Valenzuela et al., 2018). The leadership and top management of the company must encourage the workforce to go through proper training and development programs which can increase the skills and expertise of the employees and in this way, they can achieve the organisational goals. Regulatory compliance and ethical behaviour can also be developed through good corporate governance and this company makes sure to implement adequate policies so that the overall approach towards cultural behaviour and compliance improves.
QCI: The quality competitiveness index provides a better understanding of the process of improving the working activity and also communicating with customers according to their requirements. It can provide measurable benefits to the company in measuring the performance of the employees and also helping them to understand a range of activities which include performing the business as per market and also returning the customer (Sohaib et al., 2019). Employees are given the authority of utilising new technology and also perform their operational activities. The continuous improvement of business activities is based upon the better quality of services that should be provided by the company to the customers and also trying to communicate with them regarding the product that should be provided in the market.
The major objective of Marks and Spencer’s is to properly drive everything possible for expanding human potential. They are also responsible for building ground-breaking sports innovations by properly making the products to be sustainable within the marketplace. They are also able to create a diversified global team by properly making an optimistic impact on the community in their workplace (Carrasco et al., 2018). The major strategies of Marks and Spencer’s are stated to be effective and their major focus is on building meaningful stories for creating a loyal fan base. Marks and Spencer’s are also responsible to induce emotion within the consumer with the help of emotional breaking and they are carefully crafted with the aim of evoking the appropriate feelings as well as making the products of Marks and Spencer’s to be meaningful within the eyes of the consumers.
Improving the working environment also requires adequate capital investment and the flow of capital in the organisation is also a major attribute for the organisation to consider different changes. The study includes adequate knowledge and justification of the measures taken by Marks and Spencer’s to improve its internal working environment but it should also include effective measures of business establishment through proper changes in the company. The culture and behaviour of the stakeholders are important for this organisation to maintain corporate governance adequately. There are different leadership styles such as autocratic democratic, bureaucratic and charismatic (Ngangi and Santoso, 2019). Marks and Spencer’s follows a charismatic leadership style and it is a customer-oriented company that delivers according to the demand of the customers. The leadership of this company believes in collaborative working and recruiting fresh talent based on their skills and expertise. The leadership of the company encourages the employees to participate in decision making and in this way they adopt the corporate governance principles and implement them across the organisation.
[bookmark: _Toc121850241]5. Recommendations
The business organisation is responsible for understanding the importance of stakeholder management and also tries to follow the training and development programme in the workplace. Continuously guiding the employee will help the company in improving the motivation of the working activity and also understand different progress of improving the business activities (Cricelli et al., 2020). The company can also understand the appropriate way of utilising the CRM which can be considered beneficial and effective for managing the business and also improving the morale of employees. 
· All the employees of an organisation must follow the policy and rules and go through appropriate training and development to maintain the code of conduct of the workplace. 
· In this part of the report, there was a detailed discussion on Marks and Spencer’s and its Responsibility in stakeholders’ management. 
· Apart from these the moral and ethical responsibilities of the organisation and the responsibilities of the leadership to maintain a good corporation were also discussed. 
· The organisation is also responsible for incorporating different strategies and trying to understand those strategies in the workplace which will help in maintaining the code of conduct (Tien et al., 2019).  
· Lastly, the instrumentation of the code of conduct to maintain professional standards in this Organisation was asserted in this report. The company can also improve its business activities and create a strong preference as per the demand of consumers. 
[bookmark: _Toc121850242]6. Conclusion
The current study focuses on the potential elements related to an effective level of communication and interprofessional collaboration within the workplace accurately. It highlights the causes of conflict that can be evolved in the workplace and can be considered a major cause for reducing the level of profitability and productivity of the organisation. It also led to reduced morale and encouragement of team members at the workplace extensively. Various recommendations for communication and interprofessional collaboration have been reflected in the present study that needs to be utilised by organisational leaders to attain their organisational objectives in a significant way. Leadership and corporate governance are interlinked and Marks and Spencer’s must explore the relationship so that the company can become even more successful in the future. The leadership of this company must be motivated to make effective corporate governance and create an appropriate culture in the corporate organisation which helps the overall governance to achieve its goal.

[bookmark: _Toc121850243]Task 2: Reflective Journal 
[bookmark: _Toc121850244]a. Differences between Values, Attitudes and Beliefs within a Workplace Context
During this study, the task I received for my reflective piece was to analyse the relationship between values, beliefs and attitudes that are formed within an organisational framework and how this affects Marks and Spencer’s as a company regarding their business practices. Once I have analysed these concepts and their implications in the business practices of the chosen company, I also need to prepare a list of suggestions that I deem necessary for the company to incorporate.
Values: Values of a company or an organisation is the backbone of that organisation which defines the outlook and approach that the company believes in and follows to achieve its goals and aspirations for the future (Heyns and Kerr, 2018). During the course of this study, I have realised the importance of a proper value system within an organisational framework which determines the direction the company will follow in all their business practices. It also helps to create their company image and can effectively contribute towards their branding as well. It can also be pointed out that several companies promote their core values to their employees to motivate them into following the same value systems which have the potential of effective results in job performance. In many cases, it has been observed that the promotional content of a specific company incorporates their core values as well.
Attitudes: Attitudes arise from the combining of the values and beliefs of a specific company which is responsible for all its business practices. A company's attitude is predominantly the attitude of its management team or the owners which takes shape with the passing of time and while facing various experiences while operating (Xie et al., 2020). Apart from this one more important aspect within the workplace that has been observed is that the employees who believe in the core values and beliefs of the company eventually start following the company's attitude as well. This helps Marks and Spencer’s to extract the best work output from their employees which contributes towards their overall growth and success. The attitude that takes shape within the first few years usually sticks with the company image and eventually can be used in the branding and promotional content of the company as well.
Beliefs: Beliefs are the most fundamental concept of a human being's existence. It is a widely known fact that every individual has certain beliefs that he imbibes within himself which are also utilised in the decision-making process of that individual. When an individual or a group of individuals open a company all their collective belief systems are collated and the company's belief system emerges as a result (Budur, 2020). During the course of this study, it can be observed that values stem from the core beliefs and attitude arises from the combination of beliefs and values which is why all 3 concepts of values, beliefs and attitude are intrinsically linked with each other. These concepts are diligently followed by Marks and Spencer’s who utilise these concepts for all their business practices. 
[bookmark: _Toc121850245]b. Impact of Value Systems, Attitudes and Beliefs on Workplace Behaviour
Marks and Spencer’s is a leading British retail brand that deals in clothing, food products and homeware. The beliefs, values and attitude of the company are based on 3 fundamental aspects they diligently follow in all their business practices which are great quality, great value and customer satisfaction (Di Stefano et al., 2019). The company believes that providing its customers with products that have great quality and great value will satisfy their needs of the customer adequately and make them happy and content. Apart from this they also believe in innovation and trust between themselves and their customer base which is extremely important for the company. 
During the course of the study, it can be observed while analysing the company's value systems, attitudes and beliefs, that Marks Spencer’s is a retail brand that values its customer's feedback to a great extent which is why its mission statement is to provide "aspirational quality which can be accessible to all". It is imperative for the company to invest all their efforts into achieving these fundamental concepts associated with its brand image and keep its customer base satisfied (Loosemore and Malouf, 2019). 
The products range of Marks and Spencer’s are clothing, food-based products and homeware. The company invests a premium to make sure that the products they showcase maintain their standards of quality which are in sync with its core values. It is imperative for the company to stick to these concepts which in turn motivates their employees to imbibe the same concepts and follow them diligently while performing their job responsibilities. It can also be pointed out in this regard that the values, beliefs and attitudes of the company are utilised in shaping its company image, its branding purposes and all its promotional content as well (Yusliza et al., 2020). Apart from this, another important aspect that influences the organisational behaviour of the company is the fact that customer feedback is given extreme importance in their business Strategies and policies which is also a part of their core value systems. 
Marks and Spencer is a leading retail company and their brand image is an extremely important factor in all its business dealings and transactions.  The contribution that their value systems and belief systems make towards forming their brand image is undeniable and can be observed in their promotional content as well. According to industry experts utilising the core value systems and belief systems of a particular company in their branding purposes and promotional content is an effective way to attract an increased number of customers and enhance their productivity and profitability. At the same time, it can also be pointed out that Marks and Spencer use these concepts to promote their core values and their belief systems among their staff members and their consumer base as well. All the above-mentioned factors that Marks and Spencer’s as a retail brand utilise give a clear picture of their determination and their efforts towards long-term growth and development.
[bookmark: _Toc121850246]c. Appropriate Management Theory
An appropriate management theory is essential for a company like Marks and Spencer’s to be successful in the retail sector as it is highly competitive and poses many challenges which need to be dealt with on a daily basis. It is extremely important for the company to act in accordance with its core values and beliefs which in turn helps them to create its company's attitude towards its consumers (Sønderskov and Rønning, 2021). It also highlights the company's attitude towards its competitors and how they handle a number of challenges and issues that they face on a regular basis.
It is extremely important for the company to identify the problem areas and create new and improved business strategies to overcome these challenges in an effective manner. Intelligent planning and effective implementation are very important methods that the company can follow to realise their business goals and aspirations. It also helps them to achieve their targets of revenue generation and future development. Apart from this another important business strategy that the company can use for managing its organisation and all its business practices and transactions is the fact that they need to maintain their assurances of the best quality among their products to satisfy their customers as much as possible. The various measures that the company can take to maintain their standards of quality are to implement strategic checkpoints which will ensure that its quality is maintained throughout its production line (Pyszczynski et al., 2021). This will also help them to attract an increased number of customers and enhance their overall profitability as well.
Another extremely important management strategy that Mark and Spencer’s can utilise is to achieve complete sustainability in their business practices which will help them to impress their clients to a great extent. Using renewable sources of energy for all its energy needs will enable the company to reach a position that its competitors will envy and this will also help the company to enrich their reputation to a great extent as well. It is important for them to realise the importance of sustainability and put in efforts to achieve their goals of sustainability as soon as possible. 
One more important strategy that the company can utilise is innovation.  The past few years have witnessed unprecedented growth in the field of Technology which the retail sector has used to a great extent to achieve success in their business policies and practices (Nechully and Pokhriyal, 2019).  The company needs to realise the importance of innovation in their products which will not only help them to increase their sales margins but also enhance their profitability to a great extent.  The company will be able to streamline its manufacturing processes with the help of innovative technology and its productivity will increase exponentially because of the same. This will particularly help the company to recover from the losses that they incurred during the aftermath of the covid-19 pandemic which will be highly beneficial for a company like them. The company needs to follow all the above-mentioned factors and incorporate them into their business policies and strategies to achieve long-term success.
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