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Marks and Spencer (M&S) is one of the most well-known retail chains in the United Kingdom that deals with clothing, food, home and beauty products via a physical store chain and an internet-based online platform. Competition in a retail setting has put M&S in a very competitive position, and it has set about to restructure its organisation with a major transformation to enhance future competitiveness and to respond to future changing customer demands. The transformation revolves around digitalisation, growth of online shopping, modernisation of the supply chain, data-driven decision-making, and creation of an omnichannel retail strategy that merges digital and physical customer experiences.
Efficient organisational change requires a combination of both investment in technology as well as hiring the right type of employees in terms of knowledge, skills and behaviours. Studies indicate that staff having good leadership, digital ability, flexibility and problem-solving capabilities are fundamental in effecting change in an effective manner. Thus, strategic recruitment and selection are now important HR processes that directly impact the performance and transformation outcomes in organisations. The problem with poor recruitment decisions is that it may result in higher costs, slow changes and lowered employee engagement.
The task is to suggest the recruitment and selection practices with which M&S can hire highly qualified professionals to take the key transformation positions such as Project Managers, Change Managers and Digital Specialists as the new HR Officer. This presentation critically analyses the processes of recruitment, interview procedures and interviewing techniques and suggests the most successful approach to recruitment to assist M&S in its organisational change.
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The change in the organisation requires strategic recruiting whereby M&S must get the right employees who possess the knowledge, skills and behaviours to make them successful in the long run. Workforce planning should be used to start the process to determine future staffing requirements as a result of digital transformation, supply chain enhancements and business expansion (Khaw et al., 2023).
The job analysis should also specify the roles and responsibilities, skills and competencies needed in transformation roles. This makes any decision considered in recruitment not to be baseless but sound on the considerations of the organisation (Zhang and Chen, 2024).
The results ought to be used to come up with clear job descriptions on the roles, expectations, relationships and working conditions. Specifications should consider prioritising qualifications, digital literacy, leadership, adaptability, communication and problem-solving skills, on a person basis (Agustian et al., 2023).
Lastly, M&S ought to publicise vacancies via its careers site and LinkedIn, job sites, agencies and graduate plans in order to recruit various, highly qualified applicants. 
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Structured interview: This process is a standardised form of interviewing where each candidate is presented with the same set of pre-determined questions in a pre-determined order and judged on the same marking basis. This strategy will facilitate uniformity and impartiality, as it will ensure all applicants are assessed using the same competencies and job requirements (Bergelson et al., 2022). Structured interviews will be good, especially in the recruitment of the Project Managers and Operations Managers of Marks and Spencer (M&S) during the organisational transition, as in this case, the leadership, planning and decision-making abilities have to be continually evaluated.
The first benefit of structured interviews is their great reliability and fairness. Standardised questions ensure less bias by the interviewers, enhance better comparisons of candidates, and give recordable data of the employees against the approved recruitment choices. This approach also promotes compliance with the law since it treats applicants equally during the entire process of selection (Nittrouer et al., 2025).
There are limitations of structured interviews. Their strict structure enables less flexibility in pursuing unforeseen reactions or considering unusual experiences in candidates in more detail. Also, not every applicant might find the interview to be more formal and not very conversational; this might limit the presentation of interpersonal skills.
In the case of M&S, appropriate structured interview questions would be: "Explain some project that you had managed through to its success," "How do you go about prioritising conflicting deadlines? and Explain how you dealt with organisational resistance to change. 
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A behavioural interview will measure how the candidates have reacted to situations in the past, founded on the principle that past behaviour is one of the best predictors of job performance in future. Candidates will usually be asked to frame their answers in the STAR framework (Situation, Task, Action and Result) so that the interviewer can evaluate the context of the experience and the success of the actions the candidate took (Oostrom et al., 2024). In Marks and Spencer (M&S), behavioural interviews are the most appropriate when hiring Digital Specialists, HR Business Partners and Project Managers because these jobs expect employees to deal with change, interdepartmental contribution and address intricate organisational issues.
Some areas that the recruiters evaluate during the interview include teamwork, leadership, communication, adaptability and problem-solving. The key benefit of behavioural interviews is that they offer evidence-based scores of actual workplace experiences; thus, it is very effective in forecasting future performance (Manduva, 2024). They also allow employers to assess more on practical skills as opposed to the use of theoretical knowledge only.
There are certain limitations to behavioural interviews. Students/candidates who do not have much work-related experience might not be able to give pertinent examples, whereas other students might resort to memorising answers, which do not accurately represent their potential. Moreover, the quality of the responses also relies on the fact that the candidates are capable of recalling past experiences correctly (Liff et al., 2024). One question that would be suitable for M&S would be: "Write about a time when you have effectively handled organisational change in a team. Altogether, behavioural interviews can help M&S to filter prospective employees who will possess the pragmatic skills that facilitate effective organisational change.
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A panel interview is where multiple interviewers evaluate one candidate at a time within one interview. The panel is usually composed of HR professionals, departmental managers and top executives who provide their knowledge to assess the candidate from different organisational perspectives (Wingate and Bourdage, 2024). In the case of Marks and Spencer (M&S), panel interviews are also quite suitable in the case of recruiting senior positions of transformation like Change Managers, Senior Project Managers, and Operations Directors, where strategic decision-making and leadership abilities would be necessary.
The multiplicity of assessors has a number of advantages. It eliminates bias in individual interviewers, spans greater professional expertise and enhances the resultant quality of recruitment choices. Various competencies can be assessed by the panel members at once, such as technical knowledge, leadership ability, and communication skills and cultural fit, providing a more complete assessment of the individual applicant (Kathiravan et al., 2023).
These benefits notwithstanding, there are challenges too with panel interviews. This might intimidate the candidates using multiple interviewers, thus affecting their ability to answer the interview questions. Also, aligning the timetables of several senior managers needs greater preparation and organisation compared to other interview techniques.
Generally, panel interviews are structured to offer a well-balanced and objective evaluation process that is useful in making sound recruitment decisions. This interview approach is especially crucial in the case of M&S when they are filling high-level professional roles that will spearhead complicated organisation change processes and business performance over an extended period (Kim and Heo, 2022).
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Choosing the right questioning methods is imperative in filtering candidates with the right competencies needed to facilitate organisational change. To make sure that the decision made in the recruitment process is holistic when it comes to choices based on behavioural factors alongside technical skills, Marks and Spencer (M&S) must employ a mixture of questioning strategies to assess all aspects in an objective and scientifically based manner (Bhalla et al., 2023).
Behavioural questions ask candidates to relate past experiences in the workplace. E.g., discuss how you have successfully handled organisational change. These questions have been right since past behaviour is deemed to be a good predictor of future performance, especially in the leadership and change management positions.
Competency-based questions evaluate certain skills which are directly associated with job specifications. One such question is, “Write about a moment when you used your leadership skills to achieve great results when working on a difficult project (Adiani et al., 2022). These questions assist M&S in identifying the abilities of the candidates and their potential to effect transformation goals.
Situational questions give hypothetical situations and request the candidates to answer how they would react. E.g., what would you do when workers are uncooperative to the introduction of a new digital system? These questions are used to test the decision-making, critical thinking, and problem-solving skills in unfamiliar cases that are usually labelled during organisational change.
Lastly, probing questions prompt the candidates to give further clarifications and evidence. Interrogatives like, why did you approach it that way? or What happened since you put the solution in place can help interviewers to probe deeper into and infer more accurately about responses, additionally helping to authenticate the experiences of the candidates (Oates et al., 2022).
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Face-to-face interviews and virtual interviews are significant in the current recruitment methods, and the most suitable technique has to do with the nature of the job to be filled and the organisational needs. When undergoing the organisational transformation process, Marks and Spencer (M&S) will need to strike a balance between the quality of recruitment, efficiency, and cost-effectiveness.
Face-to-face interviews enable the interviewers to view body language, eye contact and interpersonal communication of the candidates in a better way. They also enable building relationships more strongly and allow assessing professionalism and cultural fit as well as confidence more accurately (recruiters) (Peasgood et al., 2023). These strengths render face-to-face interviews especially relevant in senior roles such as Change Managers and project Managers where leadership and management of the stakeholders are highly needed. However, they are more time-consuming, with increased travel time, and due to higher scheduling times and restrictions on access to the candidates in various geographical settings.
Virtual interviews are more flexible, in contrast with reducing the costs of recruitment and allowing quicker scheduling. They also offer more talent pools, such as candidates across regions or countries, and facilitate hybrid ways of working, which has become more and more prevalent (Wakelin et al., 2024). However, there are drawbacks to virtual interviews, such as technological breakdowns, lack of internet, and less insight into non-verbal communication and personal interaction, which can have an impact on the overall evaluation of candidates.
Based on these advantages and disadvantages, M&S must use a hybrid model by using virtual screening interviews and shortlisted candidates taking face-to-face interviews. This approach is both efficient and inclusive in candidate testing as it enhances the quality of recruitment and aids organisational change.
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To recruit employees who can help the organisation transform successfully, Marks and Spencer (M&S) ought to ensure that it uses strategic and evidence-based recruitment and selection procedures. To begin with, there should be competency-based recruitment to make sure that candidates have technical expertise, leadership capabilities and competencies related to behaviour in positions concerning transformation (Zhang and Chen, 2024). Consistency, fairness and objectivity during the selection process should be maintained using structured interviews.
M&S ought also to blend behavioural, competency, situational and probing questions to assess the experience of the candidates, their decision-making capacity and flexibility. In the case of top leadership roles, panel interviews are required because they will have stronger views and less bias on the part of the interviewer. 
To enhance the efficiency of the recruitment process, M&S need to adopt an Applicant Tracking System (ATS) and offer interviewer training to reduce unconscious bias and ensure equality, diversity and inclusion. Lastly, embracing a hybrid form of recruitment, a mixture of virtual and physical interviews, will strike a balance between affordability and thoroughness of candidates, which will allow M&S to hire high-quality staff that will be capable of transforming the organisation effectively (Agustian et al., 2023).
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Organisational change necessitates organisations to seek employees not only with technical skills, but also with leadership abilities, flexibility and interpersonal skills. Therefore, it makes recruitment and selection strategic HR practices which have a direct impact on performance and successful execution of change efforts within organisations.
In the case of Marks and Spencer (M&S), the recruitment process must commence with workforce planning, job analysis, a properly prepared job description and a detailed specification of people to identify the right people. Moreover, the contribution of structured, behavioural and panel interviews includes various insights into knowledge, experience and leadership potential in the candidates. A combination of behavioural, competency-based, situational and probing questions helps the recruiters to evaluate both the technical and behavioural qualities that are crucial to the transformation-related job.
Lastly, a combination of virtual-talent interviews and face-to-face interviews is a balanced method of recruitment due to its efficiency, flexibility and in-depth assessment of the candidates. Through these suggestions, M&S can enhance its recruitment plan, engage the most qualified experts and develop a quality workforce that facilitates sustainable organisational change and sustainable competitive advantage.
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Strategic recruitment enables M&S to identify employees with the
knowledge, skills and behaviours required to support successful long-term
organisational change (Khaw et al., 2023).

‘Workforce planning, job analysis and person specifications help align
transformation roles with business needs while focusing on skills such as
digital literacy, leadership, adaptability and problem-solving (Zhang and
Chen, 2024; Agustian et al., 2023).

Using multiple recruitment channels such as career websites, LinkedIn,
agencies and graduate programmes allows M&S to attract diverse and

highly qualified candidates.
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® Interview Type One: Structured Interview

= Structured interviews provide a fair and consistent assessment
process by using standardised questions and evaluation criteria,
reducing interviewer bias (Bergelson et al., 2022).

= They are suitable for M&S transformation roles such as Project
Managers and Operations Managers because they assess key
competencies including leadership. planning and decision-making
skills (Nittrouer et al., 2025).

= Although structured interviews improve reliability. they may reduce
flexibility and limit candidates’ ability to demonstrate unique

v

experiences or interpersonal skills.

g





image6.png
® Interview Type Two: Behavioural Interview

= Behavioural interviews assess candidates’ past experiences
using the STAR method. helping M&S evaluate practical skills
and future job performance (Oostrom et al., 2024).

= They are suitable for roles such as Digital Specialists and
Project Managers because they measure key competencies
including teamwork. leadership. adaptability and problem-
solving (Manduva, 2024).

= Although effective, behavioural interviews may have
limitations as inexperienced candidates may struggle to provide
examples, and prepared answers may not always reflect true

abilities (Liff et al.. 2024).
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@ Interview Type Three: Panel Interview

= Panel interviews involve multiple assessors from HR and
management teams, providing a broader and more
objective evaluation of candidates (Wingate and
Bourdage, 2024).

= They are suitable for senior M&S transformation roles
such as Change Managers and Senior Project Managers
because they assess leadership. technical knowledge.
communication and cultural fit (Kathiravan et al., 2023).

= Despite improving decision quality. panel interviews may
create pressure for candidates and require careful

coordination among interviewers (Kim and Heo. 2022).
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@ Appropriate Questioning Techniques

M&S should use a combination of questioning methods to
assess candidates’ technical skills, behaviours and competencies
for successful organisational change (Bhalla et al.. 2023).
Behavioural, competency-based and situational questions help
evaluate past experiences, leadership abilities. decision-making
and problem-solving skills required for transformation roles
(Adiani et al., 2022).

Probing questions improve interview accuracy by encouraging
candidates to provide deeper explanations and evidence of their

experiences (Oates et al.. 2022).
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Face-to-Face versus Virtual Interviews

= Face-to-face interviews provide deeper assessment of body
language. communication and cultural fit. making them suitable for
senior M&S roles requiring leadership and stakeholder management
(Peasgood et al.. 2023).

® Virtual interviews improve flexibility, reduce costs and expand
access to a wider talent pool. although they may face technology
issues and limit personal interaction (Wakelin et al., 2024).

®* A hybrid interview approach is recommended for M&S.

combining virtual screening with face-to-face final interviews to

achieve efficient and effective recruitment. v

v

2y
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Recommendations for Marks & Spencer

M&S should adopt strategic, competency-based recruitment to identify candidates with the
technical skills, leadership abilities and behaviours needed for transformation (Zhang and
Chen, 2024).

Using structured interviews, diverse questioning methods and panel interviews can
improve fairness, reduce bias and effectively assess candidate suitability for key roles.
Implementing ATS, interviewer training and hybrid recruitment methods can enhance
efficiency, diversity and help M&S attract high-quality employees for successful
organisational change (Agustian et al., 2023).
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Conclusion @

Recruitment and selection are strategic HR practices that help organisations identify employees with
technical skills, leadership abilities and adaptability for successful change.

M&S should use workforce planning, job analysis and effective interviews to assess candidates’
knowledge, experience and behavioural competencies required for transformation.

A hybrid recruitment approach combining virtual and face-to-face interviews can improve efficiency,

flexibility and candidate assessment, helping M&S build a workforce for sustainable growth.
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Introduction

= MA&S is undergoing major organisational transformation
through digitalisation. online growth, supply chain
modernisation and an omnichannel strategy to improve
competitiveness.

=  Successful change depends on recruiting employees with
key skills such as leadership, digital capability.
adaptability and problem-solving abilities.

=  Strategic recruitment and selection practices are needed
to hire suitable professionals for transformation roles,
including Project Managers. Change Managers and
Digital Specialists.





