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[bookmark: _Toc80911397]Executive Summery 
This report is presenting organizational culture in Marks and spencer. And will provide overview of company. Using culture web this report will critically analyse workplace culture. Providing ethical standards and values of the company. During this report will be highlighting how work culture has impacted on behaviours of employees and customers, and what positive impact this can have on company future.  


[bookmark: _Toc80911398]1.0 Introduction
This report has been presented by Monika Owczarzak on 27th August 2021, and purpose of it is to present working culture at M&S. Marks and Spencer is a UK-based retail corporation that is considered as one of the world's top retailers. This company specialises on selling consumer goods such as housewares, furniture, apparel, food, menswear, womenswear, and even jewellery. They've steadily moved into services, including financial services, as well. Customers, business partners, and suppliers were identified as key retail stakeholders (Bloomberg, 2021). The company  has 1,519 stores  and 44 websites offering the  own-brand products in the UK and 62 countries. Faced with an unprecedented worldwide crisis, the 78,000 associates across our stores, support centres, warehouses, and supply chain has given their all to serve the consumers. The “Never the Same Again” programme will accelerate transformation and fulfil company promise to deliver long-term, sustainable, and profitable growth for our investors, colleagues, and wider communities (corporate.marksandspencer ). 

In this report very important role plays PESTLE tool. This tool is intended to assess the political, economic, social, technological, environmental, and legal impacts of a project. Before commencing a project, an organisation considers the external environment. It helps to ensure that all potential risks and hazards are captured. PESTLE Analysis is a strategic business planning tool. External influences on business or projects are understood using the PESTLE framework.
P= POLITICAL 
E= ECONOMIC
S= SOCIAL
T=TECHNOLOGICAL
L= LEGAL
E=ENVIRONMENTAL
Political and economic factors had the big impact on M&S during the last year of covid pandemic. M&S calls new plan “Never the same again” which conducting that the pandemic had major impact on the company 
· Political
As the country authorities put the nation in to lockdown this political decision had impact on the company. Because of this restriction the shops had no choice, lucky M&S is selling food which helped the company from not closing all the department. The influence of Covid-19 encouraged customers to spend more on groceries just before UK went into lockdown on March 22. Spending and visits fell immediately after the government restrictions, as consumers stayed close to home. With the country in lockdown, shops had to improve food delivery online in a short time. from September 2020, products will be available on Ocado Retail's platform allowing company to meet rising demand in the UK's fastest growing grocery channel. For the 52 weeks ended March 22, 2020, the grocery market grew 2.7% to £117.6 billion, with Covid-19 hurting consumer expenditure in Q4. Home delivery and internet grew 5.5 percent year-on-year, compared to 2.5 percent in stores. M&S held a 3.4 %, while the four major supermarkets together held 59.6 %, discount shops 11.4 %, and Ocado Retail 1.2 percent. As there are positive impacts there are also negative as the clothing market declined by 5.7% year-on-year for the 52 weeks to 05 April 2020 to a total value of £33.3bn(corporate.marksandspencer)


· Economical 
Economical factors have massive impact on  retail stores like MS. The pandemic had significant impact on the economy of UK. Shops closure and redundancy according to BBC  raised unemployment 4.8%. Marks & Spencer is laying off 7,000 people in its stores and management over the next three months. It claimed that the coronavirus outbreak had revealed a "material shift in trade." Clothing and home goods sales in stores were "well below" those in 2019, despite robust online and home delivery sales. M&S hopes that a "significant proportion" of the job cuts - around a tenth of the company's staff - will be voluntary redundancy and early retirement. M&S said in a statement that it was "too early to predict with precision where a new post-Covid sales mix will settle. We must now act to reflect this change".(BBC) According to Forbs Covid pandemic had big impact on the M&S profit, the drop reaches 21% in total.
The economical environment is like circle job lost will prevent people from baying and as is generally know not just M&S had big lost of profit and redundancy.
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[bookmark: _Toc80911400]2.1 Critical analysis of the workplace culture using Culture Web model.
 According to B. Tharp an organization's culture heavily influences its decisions and actions. Pervasive company ideologies shape employee attitudes, feelings, and behaviours, often subconsciously. Thus, understanding culture is critical to describing and analysing organisational behaviour. Some call culture the “glue” that ties an organisation together, while others call it the “compass” that guides it. Organizational culture is vital, yet its definition is elusive and often debated. Culture is often the domain of top executives and upper management, with most employees discussing primarily its consequences and implications. Achieving long-term health and other performance goals requires an organisational culture that is explicit, integrated, accepted, and consistent. However, like in most areas of social research, establishing clear causal linkages is difficult. Keep in mind that the richness and vitality of organisational activity—its life—can be observed, and so altered and improved, through the lens of culture.( thercfgroup.com)
Ed Shien define organizational culture as ” Culture is a property of groups and can be thought of as the accumulated learning that a given group has acquired during its history. The definition emphasizes this learning aspect and notes that culture applies only to that portion of the accumulated learning that is passed on to newcomers.” (Sheine 1988). Another way of presenting organizational culture will be Johnson and Scholes (1999) Culture Webb “the deeper level of basic assumptions and beliefs that are shared by members of an organisation, that operate unconsciously and define, in a basic fashion, an organisation’s view of itself and its environment.” Johnson, G & Scholes, K. (1999).To show the culture in organization they created mode called culture web. There are seven interconnected important aspects. The paradigm, or commonly held beliefs and ideals of the organisation, and the 6 elements s (routine, rituals, stories, symbols, control systems, power structures, and organizational structure) (Shili Sun,2008) 
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To describe the best view of culture in M&S will be Culture Web model. M&S as one of the biggest UK shops with strong beliefs and ideology, with many stories behind and brand symbol recognize by any one in UK. 
The Paradigm of the company is that M&S is a famous British retailer that provides millions of customers throughout the world with high-quality, low-cost food, apparel, and homeware.(M&S)
[bookmark: _Toc80911402]Stories and Myths. 
Michael Marks, a Jewish who immigrant to the north England, founded Marks & Spencer over 130 years ago. He arrived broke and with bad English. From peddler to market stall owner in Leeds' Kirkgate Market. Michael wanted a partner to assist manage his expanding company. He approached Isaac Dewhirst, who helped in on the beginning, but he refers him to his senior cashier, Tom Spencer. He contributed £300 and his talents in administration and accounts matched with Michael Marks' passion for merchandise, sales and people. And so, then Marks & Spencer was born on September 28, 1894. They called the stores “Penny Bazars” and by 1900 they expanded to 36 stores (marksintime.marksandspencer.com).
This story shows that determination and good partnership can achieve big goals. There may also be stories about Simon Marks, a clever businessman who turned M&S into a success. M&S stories would reflect significant parts of culture. Historically, success stories inspired employees and boosted stock prices, while failure stories exacerbated the impact on the company's performance.( flax.nzdl.org)

[bookmark: _Toc80911403]Rituals and Routines. 
One of the biggest routines for M&S is employees training, and all employees must have one. Jo Causon, Chief Executive of the Institute of Customer Service says that Marks & Spencer distinguishes themselves by great customer service. To do so, the employees must be trained to the greatest standards in customer service. The personnel are equipped to give the excellent levels of service our customers expect. Which has very important positive impact on the organization culture, as employs know they will received good training and customer are always sure they will get service they are expecting( corporate.marksandspencer)
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M&S has used the power of logo design to show that, while the company's core principle of value remains important, it has also taken steps to re-evaluate what "value" means to its customers. The new logo is straightforward and simple, indicating a more focused with attachment to history of the company “Est. 1884” (Hodgson,2017) https://medium.com/@Stewart_Fabrik/its-not-just-branding-it-s-marks-spencer-branding-bcd3df9988cc
Uniform has big impact on the culture. As a clothing retailer, Marks and Spencer must understand the importance of clothing for employees. By providing uniform in company standards, it has an impact on employees being proud of their appearance, which has a positive meaning for them and clients.( incorporatewear)


[bookmark: _Toc80911405]Organisation Structures, Control System and Power Structure 
Organisation Structures, Control System and Power Structure are very much link together when comes to M&S.
Changes to structure of company were required since the former organisation was characterised by a high level of bureaucracy and poor coordination between different levels of staff. Marks & Spencer (M&S) Chief Executive Officer Steve Rowe announced three years ago the need to "face the facts" about the company's issues and a three-phase transformation plan, beginning with "Fixing the Basics." Since then, there have been significant changes in the organisation structure of the company, its employees and culture, the design of the store estate, the use of technology, and product and value upgrades to broaden appeal. As a result, the company has progressed from the 'Fixing the Basics' phase to reinvest in the brand and re-establish growth. (corporate.marksandspencer)                                                                           
  The Power and Control of M&S has the board with the CEO on the top STEVE ROWE Chief Executive. The company's managers and leaders appear to be leaning toward democratic or consultative leadership approaches these days. “Consultative leadership achieves shared goals through others,” according to the statement. However, in consultative leadership, critical choices are taken by leaders who first confer with others to better understand the situation. Which will have positive impact on workers knowing that the voice matter.( studycorgi.com)                 Prior to the pandemic, M&S highlighted their plans to create a culture that would draw on the company's founding principles and apply them in a current environment to create a new and energised workplace. With a fast-moving, empowered organisation and flat structure, the goal was to create the most exciting, involving place to work in UK retail. Colleagues have been adaptive, resilient, pacey, less hierarchical, commercially minded, and imaginative, all in the service of achieving what's right for our customers, with an emphasis on cost and clarity of purpose. At the same time, the way colleagues have supported one another, as well as leadership's engagement with the front line, has reawakened a sense of belonging to the M&S family. As part of our Never the Same Again programme, the executive team accepted direct responsibility for our People Plan to drive true ownership and delivery, in acknowledgment of the crucial role our people play in our transformation.
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According to People Principles Marks & Spencer is dedicated to building a long-term business that is profitable as well as socially and environmentally responsible. This involves providing a safe and healthy working environment for our workers in the UK and abroad, as well as maintaining an organisational culture that values diversity, inclusivity, personal development, and respect. M&S stated that they are understanding that the success is due to their employees. They want employees to enjoy coming feel comfortable and not discriminated, harassed in the workplace. (Corporate.marksandspencer). According to another official source of M&S they always fallow the Ethics, and they published their own Code of Ethics and Behaviours. However, M&S has been linked to Human slavery during the Guardian investigation regarding  JBS beef supplier. JBS, one of the world's largest meat processors, previously bought cattle from a farm that was under investigation by the federal government for exploiting workers as modern-day slaves.(the guardian). But the During the Sedex Conference 2017, M&S were winners of the ‘Best Example of Continuous Improvement’ Award for their How We Do Business (HWDB) Sustainability Framework.(Sedex)
Since the start of Plan A in 2007, M&S has aggressively engaged suppliers on ethical trade, environmental sustainability, and lean manufacturing. Supplier Exchange project has helped M&S food suppliers generate positive change in these areas inside their businesses by capturing best practise from experts and M&S suppliers. Huge gains in waste reduction, employee engagement, and cost reductions due to lean efficiencies. (corporate.marksandspencer). 
Positive culture in organization encouraging employs to behave ethically in work. Age, gender, gender reassignment, colour, ethnic or national origin, disability, hours of work, nationality, religion or belief, married or civil partner status, deformity, political ideas, or sexual orientation are all treated equally. They treat all their employees with dignity and respect, and they want their employees to treat one another and customers in the same manner(corporate.marksandspencer).
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Values are very important for the company and employees
 Inspiration,
 Innovation, 
 Integrity
 In Touch. 
The company reputations is very important M&S states that do so they :
· Complying with the applicable laws and regulations in all countries in which we operate; 
· Conducting ourselves in a professional manner with the highest standards of honesty and integrity; 
· Following Company policies and procedures;
· Working with our suppliers, third parties and agencies to ensure our high ethical standards are maintained;
· If in doubt, seeking guidance and always doing the right thing.(Code of Ethics,M&S)
M&S value its employees, during the pandemic time Ocado Group made the decision to test all frontline personnel on a weekly basis at the start of the COVID-19 lockdown in order to preserve the health of the workforce.(Anna Moss, 2021)
Everyone who works at M&S, no matter where they are in the world, is bound by the Code. When you work at M&S, you are placed in a position of trust and duty to respect ethical standards when interacting with co-workers, customers, suppliers, shareholders, the environment, and local communities. Knowing the structure, the employees can build positive work culture. To motivate employees M&S is showing appreciation thought awarding. Marianne Calnan (2015) says that Marks and Spencer (M&S) uses a variety of strategies to keep its staff motivated without blowing its benefits budget. Yammer, the company's internal social media network, for example, is used to bring employees together and thank them on their hard work. According to M&S “our employees are the fuel that keep your business running, so you don’t want them to burn out! Reward your staff with M&S Corporate Gifts.”                        
Building relationships with employees is critical to a company's success. All employees should feel as if their workplace is a home away from home, a welcoming setting in which they are appreciated, supported, and respected. An unmotivated staff, excessive personnel turnover, and a lack of general efficiency are all signs of an employer who does not value internal relationships. The smart employer will build internal relationships and see company grow. As is already know that M&S is customers driven culture and M&S has implemented several customer engagement programmes in recent years to guarantee that customer care is provided across all channels. Each employee is increasingly aware of and knows their role in the client journey, which emphasises the importance of what they do. Individual colleagues are valued and appreciated for their contributions to ‘making M&S special. Very important aspect for M&S is Listening boosts engagement in terms of working with employees to boost engagement(ALISON CLEMENTS,2019)
However, there are mixed opinion  about work environment at M&S. According to employees review on indeed M&S still need to improve from the point of employees’ view. For example, the working hours and wages, luck of training and management attitude. “I was working there for a couple months, the pay that they give you is not enough for the hard work and hours you put on.
I was on £6.15, I brang in the stock nonstop also I stood at the tills for long stressful hours doing nothing but serve customers. They always made me work overtime and I would make it home around 12-1 at night.
Just so you know, this is only with SSP, do not work with them, the original M&S in the high street is decent, but the SSP stores in euston is the worst places to work. Believe me i only lasted a few months”(indeed)
Going thought cries M&S had to come up with plan how to develop the online side of the business to survive the crises. But the question is how can you keep your employees motivated and engaged while making the strategic shift to digital?     During the COVID-19 epidemic, the M&S board was determined to continue to retain, motivate, and engage employees in the company's performance through share ownership. Indeed, with everyone experiencing such insecurity, it was more crucial than ever to fortify its culture and assist colleagues. To show their dedication to their staff, they increased the monthly savings limit from £250 to £500.


[bookmark: _Toc80911408]3.0Recommendation 
 The recommendation for M&S will be to stay on the path they are heading. As the company stated so many times that the value their culture, customers, and employees. Company set lots of project to help employees to work in nice organizational culture. Putting attention to human rights, fixing mistakes they made regarding modern slavery. During the pandemic time is recommended to ensure all employees that they are working in safe environment and can receive help with any struggle. Putting hight priority attention do promote online shopping, to bring the business back on its feet, as the profit lost, and job cuts had unfortune outcome on some employee’s household income. Establish a plan to bring those redundant employees back to work as soon as is possible. 
[bookmark: _Toc80911409]4.0 Conclusion
To conclude this report Marks and Spencer is creating nice working culture in the company. They value their employees creating lots of programs to improve the company to be employee friendly. M&S has awarding system to show appreciation to workers like gift cards. The company also care about the environment creating plans like Plan A. Providing professional training M&S make sure that the customers always receiving good service. Training projects creates soft outcome of good behaviour, happy workers care for shoppers which brings good organizational culture in the company. This way marks and Spencer most of its time had a great feedback for customers about the service they received. 
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