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	Executive Summary
	This report examines the key Human Resource (HR) challenges facing Marks & Spencer (M&S), focusing on technological advancement, talent acquisition and retention, and diversity, equity, and inclusion (DEI). It evaluates contemporary HR practices that can address these challenges and critically assesses the role of departmental managers in ensuring effective implementation. The report concludes that successful HR management depends on strong leadership, effective communication, employee development, and inclusive workplace practices, and provides recommendations to support long-term organizational performance and sustainability.


















[bookmark: _Toc235052182]	Introduction
	The current business environment presents significant challenges for Human Resource (HR) departments, as organizations must adapt to technological changes, evolving workforce expectations, and increasing demands for equality and inclusion (Armstrong and Taylor, 2023). 	These challenges are particularly relevant in the retail sector due to automation, changing customer behaviors, and competition for skilled employees. This report examines Marks & Spencer (M&S), one of the UK’s leading retailers operating in food, clothing, and home products (Marks and Spencer Group plc, 2024).
	The report analyses three key HR challenges affecting M&S: technological adaptation, talent acquisition and retention, and diversity, equity, and inclusion (DEI). It also evaluates contemporary HR practices and critically examines how departmental managers can support effective implementation. Finally, the report provides recommendations to improve HR effectiveness and long-term organizational sustainability.

1. [bookmark: _Toc235052183]Explanation of Key Factors
[bookmark: _Toc234623764][bookmark: _Toc235052184]	Adapting to Technological Advancements
	Technological advancement represents one of the main challenges faced by modern organizations, particularly in the retail sector. Digital transformation has changed how businesses operate, communicate with employees, and deliver services to customers. For M&S, technologies such as artificial intelligence (AI), automation, digital platforms, and data-driven decision-making provide opportunities to improve efficiency; however, they also require significant changes in workforce skills and HR strategies.
	The introduction of new technologies can affect employees by changing job responsibilities and increasing the need for continuous learning. While automation can reduce repetitive tasks and improve operational efficiency, employees may experience concerns regarding job security and their ability to adapt to new systems. According to CIPD (2023), successful technological transformation depends on developing employees’ digital capabilities and ensuring that the workforce is prepared for change.
	M&S faces the challenge of not only adopting new technologies but also supporting employees throughout this transition. Retail staff, managers, and support teams require appropriate training to develop confidence when using new systems. Without effective HR involvement, technological changes may increase resistance and negatively affect employee engagement. HR therefore plays an important role in balancing technological investment with employee development (CIPD 2023).

[bookmark: _Toc234623765][bookmark: _Toc235052185]	Talent Acquisition and Retention
	Attracting and retaining talented employees has become increasingly difficult due to competitive labor markets. The retail sector often experiences high employee turnover because of demanding working conditions, seasonal recruitment patterns, and competition from organizations offering greater flexibility.
	For M&S, attracting employees with digital skills, customer service abilities, and leadership potential is a significant challenge. Employees increasingly consider factors beyond salary, including career development, workplace culture, flexibility, and organizational values. Armstrong and Taylor (2023) argue that effective talent management requires organizations to align recruitment and retention strategies with wider business objectives.
	Employee retention is particularly important because high turnover increases recruitment costs and can negatively affect service quality. Experienced employees often possess valuable organizational knowledge, meaning their departure can reduce productivity and increase pressure on remaining staff. Therefore, M&S must develop effective retention strategies focused on employee development, engagement, and long-term career opportunities. Armstrong and Taylor (2023).
[bookmark: _Toc234623766][bookmark: _Toc235052186]	Diversity, Equity, and Inclusion (DEI)
	Diversity, Equity, and Inclusion (DEI) has become a key priority for HR departments as organizations recognize the importance of creating workplaces where employees feel respected and valued. DEI focuses on providing equal opportunities, reducing discrimination, and developing an inclusive organizational culture.
	For M&S, DEI is particularly important due to its large workforce and direct interaction with diverse customer groups. A diverse workforce can improve customer understanding, encourage creativity, and support better decision-making. Shore et al. (2011) highlight that employees who experience inclusion are more likely to demonstrate higher levels of engagement and commitment towards their organization.
	Achieving genuine inclusion requires more than introducing policies. DEI principles must be integrated into recruitment, promotion processes, leadership development, and everyday workplace behavior. A challenge for M&S is ensuring that DEI initiatives create meaningful cultural change rather than becoming only formal commitments. Managers therefore have an important role in demonstrating inclusive behaviors and ensuring that employees experience equality in practice.
	Technological transformation, talent management, and DEI represent interconnected HR challenges for M&S. Addressing these areas effectively is essential because they influence employee engagement, organizational performance, and the company’s ability to remain competitive in the changing retail environment, Shore et al. (2011).
2. [bookmark: _Toc235052187]Evaluation of Contemporary HR Practices
	To address the HR challenges identified within Marks & Spencer (M&S), the organization requires contemporary HR practices that support technological adaptation, talent management, and diversity and inclusion. Effective HR strategies should not only address current challenges but also improve long-term organizational performance through employee capability, engagement, and retention (CIPD, 2023).
	Digital HR Systems and Workforce Analytics
	Digital HR systems and workforce analytics can help M&S adapt to technological change by improving workforce planning and decision-making. These systems enable organizations to analyze employee data, identify skills gaps, monitor turnover, and forecast future workforce requirements. For a large retailer such as M&S, workforce analytics can identify departments with high turnover and the factors contributing to employee dissatisfaction. Marler and Boudreau (2017) argue that HR analytics improves strategic decision-making by providing valuable workforce insights.
	The effectiveness of digital HR systems depends on managers' ability to interpret and use data effectively. Technology alone cannot solve HR challenges if employees lack the necessary digital skills. In addition, increased use of employee data raises concerns regarding privacy and ethics. M&S must ensure transparency and maintain employee trust when implementing data-driven HR practices.
	Employer Branding and Strategic Workforce Planning
	Employer branding is an important HR practice because attracting and retaining employees remains a challenge within the retail sector. A strong employer brand communicates organizational values, workplace culture, benefits, and career opportunities, helping organizations attract candidates who fit the organization.
	 M&S has a strong customer reputation; it must also provide a positive employee experience. Career development, learning opportunities, and employee wellbeing can strengthen both recruitment and retention, while strategic workforce planning helps identify future skills requirements and align recruitment with business objectives (Boxall and Purcell, 2022).
	The main advantage of employer branding is that organizations can compete for talent beyond financial rewards. If employees experience poor management or limited career opportunities, the employer brand may lose credibility and negatively affect retention. M&S must ensure its internal culture reflects the values promoted during recruitment.

	Employee Engagement and Retention Strategies
	Employee engagement strategies are essential for improving retention and maintaining workforce commitment. Practices such as career development, flexible working, employee recognition, and regular feedback can improve satisfaction and reduce turnover. Armstrong and Taylor (2023) argue that engaged employees are more likely to demonstrate motivation, loyalty, and higher productivity.
	For M&S, investment in learning and development is particularly important because technological change requires employees to develop new skills. Continuous training can reduce resistance to change and create a more adaptable workforce. Engagement initiatives may have limited impact if wider organizational issues, such as ineffective management or limited career progression, are not addressed. M&S should combine engagement strategies with effective leadership and fair reward systems (Collings, Scullion and Vaisman, 2015).
	Inclusive Recruitment and DEI Leadership Initiatives
	To strengthen diversity, equity, and inclusion, M&S should focus on inclusive recruitment and leadership development. Inclusive recruitment removes unnecessary barriers, uses diverse recruitment channels, and ensures selection decisions are based on skills and potential rather than personal characteristics.
	Leadership development is equally important because managers influence workplace culture through their behavior and decisions. Training managers in inclusive leadership can reduce unconscious bias, improve teamwork, and strengthen employees' sense of belonging. Shore et al. (2011) highlight that inclusion occurs when employees feel valued for their individuality while also feeling accepted within the organization.
	DEI initiatives may fail if they are viewed only as formal policies. Training alone is unlikely to create meaningful change unless managers are accountable for creating inclusive workplaces. M&S should support DEI policies through measurable objectives, leadership responsibility, and continuous monitoring.
	Contemporary HR practices provide M&S with effective tools to address workforce challenges. However, their success depends on effective implementation, managerial commitment, and alignment with the organization’s wider strategic objectives.



3. [bookmark: _Toc235052192]Theories of motivation

									Abraham Maslow (1943)

	Hierarchy of human needs- starting at the lowest or basic level, an individual had to satisfy the needs at the level before moving up to the next. 






4. [bookmark: _Toc235052193]Critical Evaluation of Managerial Implementation
	Although contemporary HR practices can provide significant benefits for Marks & Spencer (M&S), their success depends largely on how effectively they are implemented by departmental managers. Managers link HR strategies with employees’ daily experiences, meaning their actions directly influence whether HR initiatives achieve their objectives (Armstrong and Taylor, 2023). Effective implementation therefore requires leadership accountability, clear communication, performance monitoring, and a supportive organizational culture.
	Leadership accountability is essential when implementing changes related to technology, talent management, and diversity initiatives. Managers should recognize that HR responsibilities are shared across the organization rather than belonging only to the HR department (CIPD, 2023). When introducing digital HR systems, managers must encourage employee adoption, identify training needs, and support employees adapting to new technologies. Without managerial involvement, employees may view organizational change as imposed rather than beneficial.
	To ensure successful implementation, M&S should hold managers accountable through measurable HR objectives. Key performance indicators (KPIs), including employee turnover, engagement levels, training participation, and diversity progress, can help evaluate HR strategies. However, managers should not focus only on numerical targets because employee experience and organizational culture are equally important. Excessive focus on performance measures may cause managers to overlook the underlying causes of employee dissatisfaction (Bratton and Gold, 2023).
	Communication is another critical factor, particularly during technological and organizational change. Managers should explain the reasons for change, highlight expected benefits, and provide opportunities for employees to raise concerns. According to Kotter (1996), successful change management depends on creating employee understanding and commitment rather than relying solely on formal communication.
	For M&S, communication should remain consistent across departments to ensure all employees receive the same information. Poor communication may increase resistance, reduce trust, and negatively affect engagement. Managers should therefore use team meetings, digital platforms, and feedback systems to encourage employee involvement.
	Organizational culture also influences whether HR practices achieve long-term success. 	A culture that supports learning, inclusion, and continuous improvement encourages employees to accept change more positively. However, HR policies will have limited impact if managers fail to demonstrate organizational values. For example, inclusive recruitment policies may be ineffective if biased management decisions continue. Managers must therefore act as role models and promote inclusive behaviors (Schein and Schein, 2021).
	Despite the advantages of contemporary HR practices, barriers such as resistance to change, limited resources, insufficient managerial skills, and concerns about job security may slow implementation. To overcome these barriers, M&S should invest in training, involve employees in decision-making, and provide support throughout the transition process.
	Departmental managers play a crucial role in ensuring HR practices are implemented successfully. M&S should strengthen managerial capability, improve accountability systems, and promote a culture where technology, employee development, and inclusion are viewed as shared organizational responsibilities.

















5. [bookmark: _Toc235052194]Conclusion and Recommendations
[bookmark: _Toc234623774][bookmark: _Toc235052195]	Conclusion
	This report has examined three key HR challenges affecting Marks & Spencer (M&S): technological advancement, talent acquisition and retention, and diversity, equity, and inclusion (DEI). These challenges are interconnected and significantly influence organizational performance, employee engagement, and long-term sustainability.
	Technological transformation creates opportunities to improve efficiency, while effective talent management and DEI initiatives help organizations attract, retain, and support a skilled and diverse workforce.
	Contemporary HR practices, including workforce analytics, strategic workforce planning, employee engagement, and inclusive recruitment, can address these challenges. However, their success depends on effective managerial implementation through leadership accountability, clear communication, performance monitoring, and a supportive organizational culture.

[bookmark: _Toc234623775][bookmark: _Toc235052196]	Recommendations
	Based on the analysis, several recommendations can be made for M&S. Firstly, the organization should continue investing in digital skills training to ensure employees are prepared for technological changes. Providing continuous learning opportunities would reduce resistance to change and improve employee confidence.
	Secondly, M&S should strengthen its employee retention strategy by focusing on career development, internal progression opportunities, and regular engagement measurement. 	Employees are more likely to remain with organizations where they perceive opportunities for personal and professional growth.
	Finally, M&S should ensure that DEI initiatives are supported by measurable objectives and managerial accountability. Rather than treating diversity as a separate HR activity, inclusion should become embedded within everyday management practices. Regular monitoring, leadership training, and employee feedback mechanisms would help ensure that DEI commitments create genuine cultural improvement.
	By implementing these recommendations, M&S can strengthen its HR strategy, improve employee experiences, and maintain a competitive position within the changing UK retail environment.
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