








DEVELOPING WORKPLACE   CRITICAL THINKING
BMSW5101







Made by: Denitsa Dimitrova- 1916144
Lecturer: Gregory Cowan



Executive summary
This report revolves around evaluating the necessity of critical thinking for Marks and Spencer's management for addressing the business challenges created post-emergence of the global pandemic COVID-19. The firm has found to follow the principles of the "6 thinking hat's methods" model through adopting critical thinking techniques such as "yellow, red and green hats" and thereby adopting creative decisions of associating with "Ocado Retail positions'' and arranging online and remote working facilities for the workers. However, the firm managers are found to fail in applying the critical thinking principles of the "4‐Circle CT Model", scientific management theory, and human relations theory while addressing financial security concerns of their workers and rather announcing job and salary cuts decisions. 
The presence of bureaucratic management has also restricted the decision-makers from Marks and Spencer's to adopt customized decisions for addressing the social and psychological needs of their workers and rather applying generalized approaches to address COVID-19 related concerns of all their workers. The use of scientific management theories, system theory, contingency theory and bureaucratic theory aims at emphasizing on rewards, training as well as productivity of employees working in “Marks and Spencer’s”. The purpose of this report is to analyze Application of key management theories with “Marks and Spencer’s”, that illustrates uses of different theories in order to function effectively and efficiently as compared to other companies within markets of UK. Recommendations are provided to management team in order to increase productive as well as provide critical training in order to make a proper decision and meeting need of company in terms of 4‐Circle CT Model. 
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[bookmark: _Toc77260550]Aim of the report	
This report aims to evaluate the importance of critical thinking within the contexts of UK-based supermarket chain Marks and Spencer to overcome the workplace challenges created due to the emergence of the global pandemic COVID-19. The report also aims to critically analyze the impacts of individual value systems, attitudes, and beliefs over workplace behaviors during the pandemic crisis and recommend useful measures for organizations to adopt and overcome the pandemic challenges.
[bookmark: _Toc77260551]Introduction of the chosen organization	
Marks and Spencers is a retail supermarket chain based in the United Kingdom that sells a wide variety of products such as groceries, food products, furniture, clothes, and many more (Corporate. Mark and spencer, 2021). The firm has its retail presence around the world and is listed within the "FTSE 100 Index" along with "London Stock Exchange". Around 78,000 employees are currently working within Marks and Spencers and the firm has earned a revenue of around "9,166.9 million GBP" in 2021 (Corporate. marks and spencer, 2021). However, the revenue earned by the firm in 2021 included a loss of around "201.2 million pounds" from the revenue earned by the firm in 2020 due to the improper resiliency decisions adopted by the firm during the COVID-19 crisis (Conti, 2021). 
The management of Marks and Spencers has been successful in applying critical thinking while adopting creative decisions such as collaborations with "Ocado Retail positions" to arrange online food delivery services that would address the criteria of arranging safe workplace environments for the workers during the COVID-19 crisis (Busby, 2020). However, the firm management failed in applying the critical thinking skills such as "interpersonal abilities and self‐management", "intellectual and cognitive abilities" and "personal characteristics" and thereby emphasizing over worker's satisfaction and overall safety and rather adopted risk management decisions that caused them to encounter revenue loss. 
The principles of the "4‐Circle CT Model" highlight the utilization of critical thinking skills by organizational managers for adopting proper business decisions while satisfying business continuity as well as employee satisfaction needs (Zuriguel‐Pérez E., et al. 2017, p. 260). However, lack of presence of necessary critical thinking skills amongst the decision-makers and managers from Marks and Spencers caused them to avoid the employee satisfaction aspect and declare about salary and job cuts decisions that nullified the benefits of remote working and online service decision and rather reduced motivation levels of their existing workers for being agitated by the job cust decisions (Butler and Jolly, 2020). Thus, the necessities for increase within the critical thinking skill set of the managers from Marks and Spencers are identified to allow them to adopt accurate resilience decisions for addressing the COVID-19 crisis now and pandemic crisis arising in the future if any. 
[bookmark: _Toc77260552]Key management theories underpinning the report
[bookmark: _Toc77260553]Human Relations theory
The "human relations theory" proposed by Elton Mayo stresses over consideration of psychological and social needs of the organizational employees by firm management to satisfy them and boost their morale (Ishii, 2019, p.200). As a result, the satisfied employees respond in the desired manner towards the crisis management decisions adopted by the firms and thereby contribute towards the maintenance of resilience and business continuity. Social needs such as a flexible work environment, recognition, rewards, work guidance, and others are generally possessed by organizational workers, the fulfillment of which allows firms to extract maximum output from the workers. 
At the same time, psychological needs refer to the basic needs for clothes, food, and shelter held by the firm workers, the avoidance of which by organizations, make the workers agitated and demotivated with the firms and show less productivity levels (Rofcanin and Anand, 2020). The emergence of the global pandemic COVID-19 in 2020 resulted in varied needs such as flexible workplace facilities, financial security, health safety shown by the employees from firms across the world from different sectors (Cerruti and Godoski, 2020). Thus, the management of companies is supposed to maintain human relations with their employees through addressing all these needs evident presently amongst the worker's groups to ensure employee morale, their health, and business continuity despite the COVID-19 crisis scenario. 
[bookmark: _Toc77260554]Scientific Management Theory
The principles of the "Scientific management theory" proposed by "Frederick Winslow Taylor" described four basic criteria for managing workplace issues such as avoiding rule of thumb, adopting scientific and efficient techniques for managing worker's needs and performance levels, arranging division of labors and distributing wages based on performance achievements. In the words of Su (2017, p.105), workplace issues or external business challenges faced by firms over time vary in their characteristics and thus, cannot be solved through applying any general rule of thumb. 
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Figure 1: The principles of scientific management theory
(Source: Foss, 2020, p. 1325)
The financial, health-related, and psychological concerns created amongst the global mass post-emergence of the COVID-19 pandemic is a completely new external environmental challenge ever encountered by firms so far (Cerruti and Godoski, 2020). Thus, the application of the rule of thumb techniques such as cutting employee costs to manage organizational financial crises might not help firms to address the financial and psychological concerns of their workers. The application of scientific techniques such as critical thinking skills rather can help firms to adopt decisions regarding paying average wages to the workers and thereby motivating them to deliver expected performance and maintain business continuity (Foss, 2020, p. 1325).   
[bookmark: _Toc77260555]Contingency Theory
The contingency theory of management highlights the necessity of adoption of situation-based organizational decisions by managers and leaders to succeed in overcoming external as well as internal business challenges. As stated by Ding et al. (2020, p.811), successful firm managers generally adopt business decisions for addressing any challenge or implementing any change depending upon situational needs and guiding their subordinates to achieve the goals of the decisions. 
The pandemic scenario created post-emergence of the COVID-19 including the necessity of maintaining six-foot-space between two individuals on a mandatory basis along with avoidance of gatherings and utilization of hygiene equipment indicates the necessity for firm managers to adopt business decisions while addressing all these needs (Cerruti and Godoski, 2020). Decisions regarding work process, wage distribution, work timings, need to be adopted by firm managers depending upon all these situational needs associated with the COVID-19 crisis that would aid them in maintaining employee satisfaction as well as business continuity. [Refer to Appendix 1]
[bookmark: _Toc77260556]Systems Theory
The principles of the "systems theory" highlight the role of varied subsystems or parts of organizational operations in over successful running of the entire organizational system. In the words of Scholz (2017), human resource administration. finance, are some of the essential parts of the organizational system of a firm. Adoption of proper policies and practices by the managers of each of these sections contributes towards the efficient functioning of these subsystems resulting in the success of the firm in overcoming business challenges. 
The health-related, financial, and business concerns created across the globe due to the emergence of the COVID-19 can be addressed by firms through adopting proper decisions regarding HRM including wage distribution, administration regarding work timings, and others (Cerruti and Godoski, 2020). As a result, concerns of the employees regarding financial security, health safety can be addressed by the firms that would ensure high productivity shown by the workers and maintenance of business continuity within the firms. 
[bookmark: _Toc77260557]Bureaucratic Management Theory
The "Bureaucratic Management Theory" highlights the role of rigid and generalized rules and regulations followed within certain firms for managing the performance and needs of all workers without considering any customizations. As stated by Malvini Redden and Scarduzio (2018, p.225), the rigidity of rules and generalized approach followed within firms including the "Bureaucratic Management" structure cause the workers to become dissatisfied with the firm management and thereby showing reduced performance levels. 
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Figure 2: Features of Bureaucratic Management Theory
(Source: Malvini Redden and Scarduzio, 2018, p.225)
As a result, the firms get displaced from achieving their organizational goals of implementing any change or overcoming any business challenge. The emergence of the "COVID-19" pandemic across the globe during 2020 has created varied needs amongst organizational workers including financial security needs, health safety-related needs, work environment-related needs, and many more (Cerruti and Godoski, 2020). Thus, firms are supposed to avoid the application of general rules and regulations for addressing the varied needs shown by their different workers through avoiding "Bureaucratic culture" and rather adopting a flexible work culture through addressing the needs of all employees. 
[bookmark: _Toc77260558]Application of key management theories within the chosen organization
[bookmark: _Toc77260559]Scientific management theory
Scientific management theory aims at focusing on improving the efficiency of every employee working in an organization. As cited by (Su 2017, p. 106), the theory emphasizes an increase in productivity by the implementation of innovative and advanced technologies in order to perform routine tasks. This theory has been propounded by Fredrick Winslow Taylor and it is regarded as "Taylorism theory". Specified theory aims at approaching various aspects within an organization with help of a scientific manner by implementing scientific tools such as research, management as well as analysis. 
As stated by (Pallaand Billy, 2017, p 460), incorporation of "scientific management theory", the management team of "Marks and Spencer” tends to emphasize quality control in order to enhance market productivity. Through specified theory, management defines administrative roles as well as controls the work specialization of employees and staff in order to increase efficiency within engineering positions. Implementation of specified theory by management of “Marks and Spencer’s” aids in paying their employees in order to work and also hiring skilled managers in controlling staff in creating assembly line production.  As proposed by (Braverman, 2020, p. 127), incorporation of "scientific management theory" within an organization aims at an efficient performance of tasks with help of personal training as well as selection in order to control top down management. 
The management team of specified company emphasizes improving working conditions with help of standard tools with a period of cost as well as work production by implementing “scientific management theory”. Specified theory focuses on motivation by paying high wages as well as financial incentives in order to boost productivity that aids in creating a sense of enthusiasm among employees and staff. 
“Scientific management theory significantly embraces performance of work within each department of an organization as every task is different from other tasks that are performed in a company. As opined by (Parker and Jeacle, 2019, p 1884), scientific theory tends to focus more on mechanization as well as automation as compared to humanistic approach. This in turn results in increasing technical efficiency within an organization as compared to participatory decision making through humanistic approaches. 
Influence of scientific management theory within “Marks and Spencer’s”, tends to illustrate employees’ performance needs to be monitored and based on the performance; rewards are to be provided in the form of increased pay. Rewards are based on employees' rational being and desire to increase their income. As stated by (Dalcher, 2018, p 30), increased pay tends to motivate employees in order to enhance their performance. It also encourages strong division of labor within management as well as employees in performing better within respective fields of skilled expertise. 
[bookmark: _Toc77260560]Contingency theories
Contingency theory aims at implementing organizational structure as well as controlling systems that are chosen by a management team of an organization in order to adapt organizational operation in meeting demands through external environments. As cited by (Vidal et al. 2017), influence of contingency theory tends to affect organizational ability in obtaining resources that are well defined through management of “Marks and Spencer’s '. Implementation of specified theory aims at maximizing the likelihood of gaining access to scarcity of resources. Thus, the management team tends to allow departments of “Marks and Spencer’s” in order to organize as well as control their activities that focus on gaining as well as obtaining resources.  Implementation of contingency theory tends to focus on determining the best management approach for a situation that is to be arising within an organization.
As stated by (Steinbach et al. 2017, p.1710), contingency theory tends to focus on factors such as leadership styles in order to outline strong productivity within an organization. Management team of specified theory tends to illustrate contingency theory as it is beneficial to a company that aims at providing potential learning from situations. This in turn results in influencing future management in producing skilled leaders that can execute tasks within multiple areas. The contingency approach tends to focus on situational-based management with help of techniques as well as control systems that are designed to work on a particular situation. 
[bookmark: _Toc77260561]System Theory
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Figure 3: Features of System’s theory
(Source: Rakhmonovet al. 2020, p. 022054)
System theory was first proposed by Ludwig Von Barlantty in financial year of 1940 that illustrates a link between various systems such as structural system, functional system, social system, and information system. As cited by (Rakhmonovet al. 2020, p. 022054), influence of system theory tends to systematically influence system dynamics, constraints as well as conditions that are applied within each level in order to optimize equip-finality within “Marks and Spencer’s".  Implementation of specified theory aims at illustrating departments, workgroups as well as business units as a subsystem of an organization. Management team of a specified company aims at demonstrating an approach in understanding and analysis about a company with a view of an implementation of subsystems ineffective running of an organization that can be well defined through system theory. As cited by (Duarte Ortigueira and Tenreiro Machado, 2019, p. 150), system theory focuses on synergy as well as interdependency between subsystems with help of closed and open systems. 
[bookmark: _Toc77260562]Bureaucratic Management theory
Bureaucratic management as defined by “Max Weber” illustrates various elements of bureaucracy such as strong labor division, defining processes as well as a hierarchy along with an emphasis on documentation and written documents. This theory also emphasizes employee’s compensation that is based on positions along with separation of administrative as well as a personal possession. As cited by (Eckhard, 2021, p. 300), influence of specified theory, management team of "Marks and Spencer’s", evaluates the principle of efficiency that tends to illustrate maximum output of production through implementation of minimum input.  
Through bureaucratic management, employees of a specific company tend to fulfill duty obligations with an independent illustration of law that focuses on complying with hierarchy. Employees at each position within hierarchy level tend to emphasize individual work along withholding responsibilities in each hierarchical level in defining competency. Implementation of specified theory tends to create an appraisal advantage that regulates and checks balance through tough structure along with transparency and limitation of power. Incorporation of bureaucratic management within an organization acquires quick decisions as well as illustrates an adaptive environment in order to process a quick functioning of work done. Flexible roles, as well as rules and automated workflow, tend to enhance bureaucratic management in an organization. 
[bookmark: _Toc77260563]Human Relations Theory
The principles of "human relations theory" highlight the considerations of social needs as well as psychological needs of the stakeholders, specifically the workers by organizational management to ensure high productivity being delivered by the workers (Ishii, 2019, p.200). The management of Marks and Spencer's is found to follow the principles of the "human relations theory" to some extent through emphasizing upon addressing social needs of their employees by arranging remote working facilities for their employees through associating with the "Ocado Retail positions" (Busby, 2020). 
This decision has aided the firm workers to avail remote working benefits and thereby ensuring health security during the COVID-19 crisis. However, the decisions regarding salary and job cuts announced by the management of Marks and Spencer’s indicated the poor application of critical thinking abilities by the decision-makers of the firms through avoiding the worker's satisfaction aspects as well as their financial security aspects (Butler and Jolly, 2020). The salary and job cuts decisions announced by Marks and Spencer’s resulted in the development of dissatisfaction and demotivation amongst the existing workers from the firm that resulted in their reduced output levels followed by a decline within revenue volumes of the firm by around "201.2 million pounds" between 2020 and 2021 (Conti, 2021). 
[bookmark: _Toc77260564]Critical evaluation of the theories to assess how someone with different beliefs, attitudes, and values might interpret the theory differently
In the words of Anderson and De Silva (2009), individual belief is a personal feeling that can be irrational or unproven and manipulated by personal perceptions. Personal belief regarding safety and hygiene concerns associated with the COVID-19 pandemic has been found to influence human behavior in terms of maintaining social distance and maintaining personal hygiene. Thus, organizations are found to follow their own beliefs and values to arrange a suitable work environment for their workers to ensure the wellness and health safety of the workers (Cerruti and Godoski, 2020). The application of critical thinking principles is supposed to help organizations critically analyze possible workplace issues that can be appeared due to the COVID-19 crisis and thereby adopting accurate decisions for avoiding the challenges. The beliefs, values, and attitudes developed by individuals and business organizations from past pandemic experiences such as Spanish flu, Plague, and others, have been applied by firms to tailor-made their workplace to ensure utmost health safety and overall wellness of their workers. 
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Figure 4: Principles of Red Model of critical thinking
(Source: Zulmaulida and Dahlan, 2018, p. 012094)
For example, Marks and Spencer's has been found to arrange remote working facilities for their workers in association with their IT partner TCS (Corporate. marks and spencer, 2021). The firm has also found to incorporate changes within their logistic policies through allowing immediate payments for their small food suppliers and has launched an "online flower & plants delivery solution" for helping suppliers of the same during the financial crunch created due to the COVID-19 (Corporate. marks and spencer, 2021). These operational changes observed within Marks and Spencers are the resultant of the application of critical thinking principles along with personal beliefs and values held by the policymakers of the firm towards management of the pandemic crisis. The Red Model of critical thinking highlights the necessity of application of personal learnings, assumptions, and values within the development of organizational framework and policies to perform critical thinking and adopt decisions for eliminating probable business risks (Zulmaulida and Dahlan, 2018). Values generally refer to the way of living followed by an individual such as having freedom of speech or maintaining work-life balance and others. 
Attitudes at the same time refer to the behavioral expression of personal values and beliefs held by an individual within personal as well as professional fronts (Albarracin and Shavitt, 2018). For example, the personal values regarding working within a safe environment held by organizational workers across the world for long are found to manipulate them to behave rigidly towards the working environment evident within firms nowadays during the COVID-19 crisis. Many firms around the world are found to show the attitude or workplace behavior of cutting jobs of the workers to manage their financial crunch and addressing the values of cutting employee costs to avoid budgetary crises. However, the principles of scientific management theory proposed by Taylor highlighted the necessity of application of scientific processes rather than the rule of thumbs to manage workplace behavior and performance of organizational workers to extract desired output and behavior from them (Su, 2017). 
The “6 thinking hat’s methods” model proposed by “Dr. Edward de Bono” also portrayed the necessity of application of scientific processes such as critical thinking techniques including red, yellow, and green hats that represent emotions, positivity, and creativity within organizational operations to adopt accurate decisions to overcome organizational challenges (Aithal and Kumar, 2017). The application of these red, yellow, and green hats techniques can allow firms to consider feelings and intuitions to determine creative ideas for overcoming workplace challenges created due to the COVID-19 that would offer benefits to both the organizations and the workers. Marks and Spencer's has been found to adopt creative decisions for their retail business such as the purchase of "Ocado Retail positions", the inclusion of "cloud-based systems" and the development of digitally operated "warehouse management systems" (Busby, 2020). [Refer to Appendix 2]
These creative decisions have aided the firm to offer benefits in terms of online retailing facilities to their stakeholders such as customers, workers, and suppliers while enjoying remote working facilities and maintaining health safety as well as financial security during the COVID-19 crisis. However, the principles of "human relation's theory" highlighted that the arrangement of satisfaction of workers along with their motivation is a highly important decision to be adopted by firms based on critical thinking to ensure maximum productivity generated from the employees (Ishii, 2019, p.200). Critical thinking done by organizational managers aids them to adopt two types of decisions as deductive based on generalized principles and inductive based on specific instances. The management of Marks and Spencers has been found to adopt the decisions of cutting jobs of more than 7000 of their workers and making salary deductions of the existing workers that indicate a violation of the principles of worker's satisfaction mentioned within the "human relation's theory" (Butler and Jolly, 2020). 
Mark's and Spencer's management followed the long time belief and values based on their experience about previous pandemic scenarios while adopting the decisions of job cost and salary cuts to slash employee costs and thereby avoiding organizational budgetary loss to address the financial crisis created by the COVID-19 (Flammer and Ioannou, 2020, p. 210). These management decisions adopted by Marks and Spencer's caused them to post a loss of around "201.2 million pounds" in the financial year of 2020-2021due to the reduced productivity shown by their limited employee strength (Butler and Jolly, 2020). The management of Marks and Spencer failed in performing critical thinking to predict the probable psychological impacts that can be created over their workers due to the job and salary cuts decisions declared by them that caused them to encounter financial loss. The different stages of the "Benner's novice to expert theory" such as "novice, beginner, competent, proficient and expert" indicate the critical thinking capabilities expected from the individual managers and decision-makers from organizations while managing any crisis (Ozdemir, 2019). 
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Figure 5: Benner's novice to expert theory
(Source: Ozdemir, 2019)
The present managers and decision-makers of Marks and Spencer's possess limited knowledge regarding efficient management of workplace issues and employee satisfaction and all-around safety during a pandemic crisis for having less or nil experience regarding the same as past pandemics have occurred a long time before. Thus, these managers and decision-makers belong to the novice group and are found to begin with adopting crisis management decisions based on generalized principles and then becoming competent and proficient in handling the issues through receiving protests against the decisions and incurring losses (Ozdemir, 2019). The adoption of recovery decisions for overcoming the losses and bridging the gaps created by the wrong decisions regarding job cuts and salary cuts by managers and decision-makers of Marks and Spencer's can make them experts in handling pandemic crises and ensuring workplace morale, employee health, and business continuity. 
In comparison, Ferreira and Serpa (2019, p. 190) stated that despite the presence of expert managers and decision-makers within organizations, the management structure existing within the firms often restricts those professionals from adopting accurate decisions for addressing workplace-related challenges airing during external environmental crises. For example, the Bureaucratic culture existing within Marks and Spencer's restrict the organizational managers from adopting customized decisions for addressing the safety and wellness necessities of their workers during the COVID-19 crisis and rather declaring generalized decisions including wage cuts, remote working, and salary cuts for all of their workers without considering employee-specific needs and satisfaction (Butler and Jolly, 2020). The scarcity of adequate critical thinking skills amongst the managers from Marks and Spencer's also results in improper resiliency decisions being adopted by them for overcoming the COVID-19 crisis. 
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Figure 6: Features of 4‐Circle CT Model
(Source: Ennis, 1962)
The principles of the "4‐Circle CT Model" proposed by "Alfaro‐LeFevre" highlighted four basic skills such as "technical abilities", "interpersonal abilities and self‐management", "intellectual and cognitive abilities" and "personal characteristics to be possessed by organizational managers to perform critical thinking efficiently and adopt proper decisions for managing business challenges (Ennis, 1962). The management of Marks and Spencer's need to ensure incorporation of modifications within the generalized values, beliefs, and attitudes of their managers and decision-makers through arranging training and restructuring their culture to all them in adopting accurate decisions for addressing the COVID-19 crisis while ensuring employee morale and satisfaction as well. 
[bookmark: _Toc77260565]Recommendations with valid justifications for specific organizational changes
Changes are inevitable in business as without effective change a business fails to operate successfully. A recommendation can be provided for two major challenges faced by management in Marks and Spencer including failure to consider employee level of satisfaction those results in adopting job cuts. Other challenges include bureaucratic management principles that in turn result in enhancing turnover rates. Recommendations for meeting these challenges are:
Inclusion of operational decision
Considering employee satisfaction through the adoption of operational decisions concerning human relationship theory, recommendations are provided to management of "Marks and Spencer's ', in providing greater engagement for employees by delivering incentives and value to their works rather than implementing wage deduction decisions that fail to increase employee satisfaction. 
In the context of human relations theory, management of specified businesses is required to provide an average salary in order to mitigate future threats of revenue loss. HR departments of specified businesses need to boost productivity as it allows an increased work commitment by employees. 
Increasing productivity through flexible culture
In order to modify organizational culture, management team of “Marks and Spencers”, are required to implement scientific theory that aims at illustrating a flexible culture that aids in managing workspace resources. It can further be recommended in avoiding bureaucratic management as it illustrates employee’s compensation solely in hands of management that leads to a decrease in productivity of employees within specified businesses. Implementation of scientific theory in an organization aims at approaching various aspects with help of a scientific manner by implementing scientific tools such as research, management as well as analysis. 
The influence of scientific theory within a specified company tends to motivate employees by paying high wages as well as providing financial incentives that increase productivity along with a sense of enthusiasm. Rewards are needed to be provided by management that aims at increasing employee engagement based on employee performances. It can be further suggested that implementation of scientific management focuses on mechanization as well as the automation process that leads to increased efficiency within specified businesses. This in turn increases labor division within management as well as employees in performing better within respective fields of skilled expertise. 
Arrangement of critical thinking training for managers 
Recommendations are provided to managers of specified businesses in arranging training for employees in order to increase "interpersonal abilities" as well as self-management through implementation of the "4- Circle CT model" that has been proposed by “Alfero- LeFevre”.  It can be suggested that providing training to young and new employees by managers tends to build “cognitive as well as intellectual abilities” that are required in handling pandemic crises as well as increases a chance of taking proper decisions in future. 
[bookmark: _Toc77260566]Conclusion
The emergence of a global pandemic named COVID-19 across the globe in 2020 has resulted in changes evident within the decision-making process, organizational policies, and operational functioning of firms from varied sectors. Organizational workers are found to show different types of social as well as psychological needs depending upon the COVID-19 situation such as health safety-related, financial security-related, and work environment-related. The United Kingdom-based firm supermarket chain named Marks and Spencer's has been found to address the social needs of their workers through arranging remote working and online service-based working facilities for their workers and thereby fulfilling the health safety and work environment-related needs. 
The principles of the "6 thinking hat's methods" model have been followed by Marks and Spencer's through adopting the creative decision of associating with "Ocado Retail positions" and offering the benefits of online and remote working to their workers. However, the firm followed the generalized values, beliefs, and attitudes previously shown by business firms while addressing pandemic crises while addressing the psychological needs of their workers. The firm management failed in following the principles of the scientific management theory of Taylor through adopting scientific techniques such as critical thinking while addressing financial security-related needs of their employees. Rather Marks and Spencer's announced the decisions of job and salary cuts that made the workers dissatisfied and showing less productivity which in turn caused the firm to incur a loss. Thus, the firm needs to adopt strategies such as including employee satisfaction within operational decisions, adopting flexible work culture, and arranging critical; thinking training for their workers to address all needs of their employees and thereby ensuring business continuity despite the COVID-19 crisis. 
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