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Introduction 
The purpose of this report is to critically discuss how the world of work is changing with the increasing development of automation within the workplace. 
The focus will be on the driving force of automation, the positive and negatives.  What the employees really think of the increase of automation, The attitude of the general public to automated till in the supermarkets, The effects it has had on society, and its contribution towards globalisation. Further discussion on automation highlighting how it help change diversity in the workplace. who benefits from automation? Marks and spencer; automated change within the company
The Kurt Lewin theory: unfreeze-change-refreeze, how it was used to help incorporate change to improve Marks and Spencer retailer giants. Also Included in this report, organisational change, Disadvantages of organisational change, The structure of the organisation e.g., flat leadership style, is it positive or negative? Marks & Spencer Pistol analysis Macro factors.



















What is automation? 
Automation has become a permanent threshold in society around the world as mankind relies on its accuracy, quickness, and continuous ability to operate 24 hours non-stop unlike the capacity of any human. This covers nearly all operations within the workforce and public life, it is quite evident that the machines are here to stay and have no intension of going anywhere!  According to IBM (2021) “Business automation is a term for the use of technology applications that perform repetitive tasks, freeing up employees for higher value work. This includes business process automation (BPA), robotic process automation (RPA) and AI-powered automation”.
As amazing as automation can be, it is an expensive investment to make, as huge amount of start-up/investment capital, costing millions can be required to provide bespoke equipment/IT, depending on the business requirements, to operate. Automation has many advantages which helps cut costs, improve production rate, increase productivity, and improve product quality. It also has its disadvantages concerning the staff involved who may need retraining to operate the new equipment and releasing staff where human input has been minimised. As said by De’on Rose (2022) “People who do not understand automation live in fear of change, in order to comprehend the significance of these machines and achieve a grasp of the future, one has to believe and appreciate how it works and the benefit it entails”. as automation has helped transform society into what it is today.
How automation has changed the world of work 
Since Covid 19 started back in 2019-2020, people used technology to communicate around the world to avoid losing contact throughout the pandemic, transportation ground to a holt, businesses closed their doors unsure of when they would be opening again, the public were told to stay in their homes as over 3.3 million people died from the disease world-wide leaving everyone asking the question “what’s next?” Sky News (2022) reported “It is the first increase in nationwide coronavirus infections since the week ending 17 October and comes a week after cases dropped below a million for the first time since mid-September.” 
But without the help of technology today we would have surely gone back to the 1940 and 50s rewound mankind back over 70 years. Instead, we moved forward speeding up the process and forcing technology to move ahead of time helping to produce medication e.g., develop vaccines, masks, testing kits and medical Apps to keep ahead of the disease, proving how prevalent automation is in all departments which is the backbone of any business and society today. According to Encycopidia.com (N.D) “During the 1950s, technological innovations resulted in the rapid improvement of mass communication.          By the end of the decade, television had replaced radio, newspapers, and magazines as the primary source of entertainment and information” 

The positive and the negative of automation, who benefits?
Automation it's not always as clear cut as one may assume, or the decision of who the negative favours maybe hidden and not revealed until the automated process has been in operation for months, or possibly years finalising the true outcome.
Positive: Advantages commonly attributed to automation include higher production rates and increased productivity, more efficient use of materials, better product quality, improved safety, shorter workweeks for labour, and reduced factory lead times. (Britannica, N.D)
· Automation has helped to reduce injuries within the workplace.
· Home appliances: have become more self-sufficient, allowing customers to use their time as they chose.
· In gyms: exercise machines do most of the work for members.
· Government changes rapidly: relying heavily on automation. e.g., DNA evidence and drones which are used in criminal evidence.
· Self-drive cars, which are in production, soon be on the market helping disable and old people who cannot or are unable to drive. 
· Public transport: self-drive buses can be operated from at the bus depo using 1-2 operators, again reducing employment costs.
· The medical profession, automation helps assist in operations and detect illness the human eye cannot see. 
Automation is also used in managing personnel, it can also be very practical when used as a counter reaction to prevent human error by streamlining safety and economic measures in the workplace and in public areas. 
Negative: A main disadvantage often associated with automation, worker displacement, has been discussed above. Despite the social benefits that might result from retraining displaced workers for other jobs, in almost all cases the worker whose job has been taken over by a machine undergoes a period of emotional stress. (Britannica, N.D)

· Without automation internet security would be vulnerable, causing unrepairable damage to the company once breached.
· ATM machines will eventually be replaced by the smart phones as everything can be done on the phone 
· Public telephone boxes replaced by the mobile phone, if a public phone is needed in emergency this would be a problem.
· Automated cashiers: are now the norm in all supermarkets, reducing staff and cutting costs for employers
The possibility of a complete automated society with no customers would affect profits, the rich and the well-off would be under pressure of paying more taxes in order to sustain the nonworkers. 

The Banking world
Automation may have helped considerable during the pandemic, connecting, and helping with communication, nevertheless it has changed the world of work in a bias way, leaving people divided of its true intensions. According to Siderska (2021) Automation has also arisen as an invaluable asset for organizations to embrace this changing way of work. Many authors emphasize that the world is witnessing the importance of automatization and robotization technologies and briefly summarize robotic applications during the current pandemic
The Central bank uses technology which is tied to an automated system. This opens safes, operates the tills, ATM machines, Apps and is responsible for the public’s money. This is only a fraction of the automated operations involved in banking. The negative aspect of automated banking is when a customer requires a response that a machine is unable to provide such as a mortgage agreement or a loan.
This is a good thing for the customer knowing their finances are in a safe place and being able to access funds anywhere in the world, until the problem arises of not being able to assess one’s money when needed. When technology fails, automated systems fail. An example of this is when banking systems such as NatWest crashed, people were unable to withdraw money, pay bills or make online transactions. As reported by Alderson (2021) “HUNDREDS of NatWest customers struggled to get online after an outage left Brits unable to access their accounts”. 



Social attitude
Jones, S (2022) Retail analysts predict that not only could staffed checkouts disappear from supermarkets, but checkouts themselves. The narrative of automation is to benefit society giving people the choice of which method of convenience is best for them, but this appears not to be the case as automation continues to dominate the work force 
Shops like Tesco, Morrisons, Asda and Marks and Spencer have now incorporated automated self-serve automated checkouts in store along with many other supermarkets against the wishes of the customers, reducing their staff, allocating one or two cashier assistance. This can be a problem when buying family shopping as you tend to buy more products and spend time waiting for the assistant as the automated system continuously pauses for its own reasons. Opinions are also divided on another major technological development: using robots to automate many jobs humans have done in the past. A median of 48% say job automation has been a good thing, while 42% say it’s had a negative impact on society. (Johnson and Tyson 2020)
Labour shortages are not necessarily caused by automation but to avoid mass unemployment, a balance between mankind and machine needs to be created for Machines to be accepted. Man, and machine can successfully co-exist today, thus creating peace and harmony. Mulas-Granados explains (IMF, 2020, 11.05). “The hard data coming from Europe, one of the highest of the areas in the world with highest penetration of robots, tells us that there has been a weekly positive association between the robots and job creation during the last decade.” 
It is understandable why social attitudes and the beliefs that automation will eventually take over completely and affect jobs, span from the idea of companies hiding behind technology to encourage higher profit margins and reducing their labour forces.  According to Jones (2022) Automation is on the rise and the use of new technology means that an estimated 90% of UK employees will need to retrain by 2030, resulting in massive changes for workers, and everybody in retail, as shops change.
This gives the impression that companies are money orientated as the most basic job which should involve human interaction is allocated to robots. Take for instance, in business the first form of communication when a customer contacts a company is customer service.
Customer services covers all primary functions throughout the business, instead, customers are greeted by a cold unsympathetic automated machine devoid of any form of human empathy, called Chatbots, automated services or intelligent telephony automation (ITA) which are the latest craze for companies, which have taken over customer service offering the choice of department through a selection of numbers, not checking if the customer has reached their point of contact. According to Joyce and Finnerty (2017, p4) “Customers had mixed reactions to ITA messages. Messages encouraging customers to resolve their query through a different method (by directing them online or to their employer for example) had limited success.” 
This can be very frustrating talking to a piece of software which is programmed to give specific answers when you need to have a more in-depth discussion on issues of concern to help correct the problem. Joyce and Finnerty (2017, P8) also stated “Customers were particularly keen to speak to an adviser if they fell into the ‘panicked/worried’, ‘frustrated’ or ‘confused’ mind-set.”
Computers do not have the common sense to know when a situation is urgent and needs immediate attention. People want to talk to people, as communication is an important part of human interaction, development, and satisfaction. 
Mankind may not be as quick and reliable as a robot, but they are a lot more sympathetic, adding a personal touch by understanding each other’s needs and treating each other as individuals. This kind of customer service reflects on the culture of the company and its brand as customer experience should focus on the customer, offering support, giving advice and assurance helping customers with decision making, demonstrating the kind of relationship the company has to offer. Lei, Mai and Aimeur (2021) all agreed that “Many companies have made efforts to provide customer ser- vice systems or Service systems on the Internet. Unfortunately, these eService systems always need interaction with a (human) customer ser- vice representative (CSR).” 
The customer service experience is the best way to retain customers and guarantee customer loyalty and should involve the human touch, after all humans are who we are dealing with, not what we are dealing with. 

Driving Force of automation 
Companies want to remain ahead of their competitors, be successful and satisfy their customers, this can be difficult finding that balance if all the factors involved are not met. Implementing the correct system within the business will be the main driving force of success for the company. Huang and Yen (2021) claimed “Digital transformation is a multidisciplinary issue that has an impact on a company’s IT infrastructure, corporate strategy, supply chain management, and marketing strategy”. 
M&S is a large retail company finding its feet online for the first time through the new automated service recently incorporated into the company. M&S are well known for the quality and good services they provide, without cutting corners.
M&S has unveiled its new 'technology transformation programme' which aims to turn the high street department store into a digital-first driven business. (Hendriksz, 2018) Investing in the best system to suit the company will help with the fast-changing pace of business priorities and new challenges. The chosen system should be able to compete with the workload of the business and be of an advantage to employees.
Challenges that may affect the new automated system; Lack of system maintenance, updates not being incorporated, untrained staff can be of serious consequences to the company e.g., loss of important data and easy access to customer I.D/information.

Globalisation 
Helps the to encourage the independence of nations distributing goods, free trade, natural resources, information technology and integration socially and financially around the world, incorporating people, the ideas, believes and religions.
Cultural exchange: is the main driving force behind globalisation helping build profits through educational study & travel tourism. developing countries, people & travel, experience the cultures, the county, and their way of life. 
Changes in technological system: the www, e-commerce, e-business platform help promote Amazon etc, globalisation, flow of goods and services, communication.
Improved transportation: can be transported quickly abroad, same day if needed by vehicle, air, or ship. 
Natural resources: from different parts of the world e.g., gas, oil, coal are needed to help with sustainability.
Low trade barriers: fair trade agreements between developing countries, USA, the EU, the UK; even though the UK left through Brexit trading continues. Beck (2018, p2) states “Globalisation of the world’s economics, this includes the trading of goods, culture, technology, and services.” 

Diversity 
Diversity is prevalent within companies today, starting at the top filtering through the culture of the company, encouraging transformational change using an immediate or long-term solution to eradicate bias, prejudiced, discriminative or radical behaviour within the workplace, this includes.
· Equal opportunities
· Cultural diversity, 
· Promotion
· Age  
Automation has helped push to boundaries of diversity allows people to work alongside each other creating a sense of belonging and inclusivity for employees.  A diversified staff can also help an organization increase market share by better enabling the organization to understand how to market to an increasingly more diverse customer base (Allen and Montgomery., 2001, P2).  
 Long gone are the days of segregated as people travel more and communication globally. Today the input of automation has help bringing the world together to improve trade, distribute vital information, understand each other’s cultures, religions, nationalities, diverse sexualities, and diverse markets. 
Over the centuries automation and innovation has change the workplace to help cope with the ever-demanding increase of human needs. Diversity is inevitable for mankind to move forward as it also contributes towards successful global marketing; it is vital that the correct decisions are made for the good of society and globalisation as it is more about the process, the pace, and the people.  
Automated Change: Marks & Spencer 
Past inventions have help changed and the way world view the endless possibilities of automation within the workplace. Marks and Spencer have been operating since 1884, going back as far as when most of the popular technology were invented. They are one of the biggest retail companies in England employing more than 66,000 people worldwide, who are trained to operate various systems throughout the company. Smith (2022) also stated “Across its worldwide operations, the company employs approximately 66,000 people”   


How automation changed M&S 
M&S reverted to online shopping during the pandemic as shops were ordered to cease face-to-face service and close their doors to prevent the disease from spreading further in the community. Being a traditional company, believing in customer values, experience and direct communication, M&S had no chose but to join e-commerce platform in order to continue trading. E-commerce (electronic commerce) is the buying and selling of goods and services, or the transmitting of funds or data, over an electronic network, primarily the internet. (Lutkevich, 2022) 
M&S is famous for its high standard British products and quality service which include clothing & footwear, a food department, homeware, beauty, banking, energy supply services, M&S credit cards, in store café facilities, click and collect and scan & shop which is available in store. All the services use highly sufficient automation to either monitor, process, control production, arrange delivery and communicate with customers and staff, which up until September 2020 did not exist online due to old fashion values holding the company in a time lock. The company has stores in Europe and around the world including India, Australia, Hong Kong, and Canada. Smith (2022) stated “The company has a long history in the UK market, with its first store dating back to 1884. As of 2021, there were 1,035 Marks and Spencer stores located in the UK, and 452 other store locations situated around the world”. As the Covid 19 pandemic took its toll around the world M&S experienced a dramatic loss in profits and sales, in the 94 years as trading as a public listed company. In order for M&S to accomplice the required goals the Kurt Lewin 3 step Model of Change was used to implement much needed change within Marks & Spencer
Kurt Lewin Theory

Kurt Lewin was a modern social psychologist who developed the three-step change model which designed to helped organisations understand the process of organisational change.  The technic involves unfreezing – change – refreezing the company to allow for a straightforward transaction to achieve the desired results for the company. This system was used to incorporate change within the Marks and Spencer retailers.  Cummings, Bridgman, and Brown, (2016) all agree that “Kurt Lewin’s ‘changing as three steps’ (unfreezing → changing → refreezing) is regarded by many as the classic or fundamental approach to managing change.” 






Kurt Lewin: unfreeze – change – refreeze model
Fig 1 
[image: lewin's change management theory]
Theodore. T (2022)

Establish what areas need changing. 
The areas in need of change are the companies delayed process of online trading which would increase profits and open the door to new customers.
Step 1. Unfreeze: behaviours and habits can be hard to break/change when it has been that way for many years, but it can be slowly adjusted to change, with time, discipline and strict implementation and repetition change will follow.
To unfreeze staff would be informed of the necessary changes and why it is needed, all issues would be raised and addressed. Also, an explanation of how the company will benefits from the new changes, and necessary steps that need to be taken. Employees will be kept informed of new changes before the change are implemented, the consequences of failing to change, answer all questions of concern, discuss the pro & cons. Strong leadership support for staff. Staff will be asked to compete questionnaires for feedback. 
Step 2. Change: with repeated strict implementation and discipline change will follow.
To implement change after unfreezing the necessary actions employed straight away, communicate to employees was mandatory, dispelling any rumours by answering questions. Motivated employees towards the impending change and vision, offer training and support.
Step 3. Refreeze: repetition off steps 2 to secure changes impose strong rules and regulations to help protect the new changes.
Continue reinforcement of changes into the work culture, develop ways to sustain appointed changes. Provide appropriate training for new automated equipment. Document results (before & after) encourage employees to support each other/work as team. Give support & praise when needed, celebrate any successes, and offer rewards to staff

Organisational Change 
The company will change to a faster pace to keep in line with the expected orders and deliveries to avoid delays. Training of staff will also take time which could lead to frustration within the culture of the company. Employee jobs may need to be altered or relocated, requiring further staff training. Incorporate a strong support structure within the company to help maintain staff loyalty. Todem, R (2005) Said “It can be argued that the success management of change is crucial to any organisation in order to survive can succeed in the present highly competitive and continuously evolving business environment”
Disadvantages of organisation change

The disadvantage of organisational change would include lack of clarity for staff and not producing what was originally discussed. Staff being resistant to change within the culture of the company, open lack of leadership as a strong leader is needed to make sure everything goes as planned within the organisation. A possible loss of jobs would be a problem amongst staff if redundancies are considered.
Organisational structure 
The M&S company operates with a flat leadership style structure, this means there is limited management levels between department. This also benefits the company by reducing management costs e.g., wages. The company work culture encourages autonomy within the workplace allowing staff the freedom to not be micromanaged, working on their own initiative to reach set goals. This can be an advantage to employees helping them build confidence, gain personal achievements, encourage motivation and creativity within the company, this also encourages staff to be more acceptable to change. According to Craig (2018) “In a flat organization, there are little to no management levels between "superiors" and staff. It promotes an increased involvement in decision-making with less supervision”. This style of leadership will help to bring out the best in employees, leaving staff members more grounded, feeling fulfilled from a shorter chain of command as decisions are made faster coming directions from the top to staff with less delays and mixed communication.
The diagram featured below in figure 3 shows the position of the CEO and the responsibility of staff in a flat organisational layout of a company,


Figure 2
[image: image]
Libraries (ND)
There are disadvantages which can affect a company structure as staff like the idea of being promoted, reaching goals along with wage increase depending on the position. Power struggle can be an issue among staff if roles are not made clear, affecting staff performance and eventually the company. William Craig (2018) argued “With a flat structure, there is a risk for generalization and confusion if the company fails to hone and specifically direct team goals and talents.

Marks & Spencer Pestle Analysis
According to the Cambridge Dictionary (2022) Political, Economic, Social, Technological, Legal, and environmental analysis: A management method that examines the effect that events or influences from outside may have on the performance of a company or organisation. As shown in figure 4 below the Pestle analysis tool was used to highlight the macro-environmental factors within M&S.
Figure 3.
	
P
Political
	Fair trade policies: M&S inspired the fair-trade movement
Brexit: affected trading throughout the UK and Europe
Tax policies: tax is increase, product prices increase
Pandemic: contingency regulation
War: how it effects relationships between countries

	
E
Economic
	Tax: higher tax prices affect customer loyalty 
Consumer spending: the strength of the customer
Economic Growth: depending on which way the economy develops
Unemployment rates: Inner city business decline through lack of jobs
Inflation rates: can be very volatile and unpredictable  

	

S
Social
	Pandemic: affecting social lifestyle
Ethical Issues: disability, discrimination, gender, company human-rights standards, safety
Ethics: religious factors,
Media: coverage, customer views
Pandemic: lifestyle trends, social factors

	
T
Technological
	Automation: technology change & awareness, Level of innovation 
Consumer purchase: customer payments
Research and development: technology Improvement/updates
Internet: connectivity, customer safety
Global: communication

	

E
Environmental

	Climate change: deforestation 
Recycling: environment safe packaging, correct disposable of goods.
Chemicals: colours used in materials 
Energy: how much is used to produce products 
Pollution: toxic chemicals, environment, local communities and areas  
Product transportation: how to it affects the environment

	
L
Legal

	Legislation: employment, environmental, future changes,
Policies: trading, 
Environment: working community, surrounding areas
Pandemic: legislation




The swot analysis is an anagram for strength, weaknesses, opportunities, and threats. It is used highlight the macro environment the company, helping with strategically planning to achieve, summarizing the weakness and the treats which go unnoticed, giving the opportunities to look deeper internally. The Swot works well side by side with the Pestel.
Alan Sarsby (2016, p3) States “Swot has been around for decades and could lay claim to being the most widely used strategic tool in modern times. It is used by the industry, commerce, and charitable and voluntary organisations.”




Fig 4
M&S swot analysis
	Strengths
	Opportunities

	· Good reputation
· Well-known name brand
· Stores in over 20 countries
· Over 136 years’ experience
· Excellent customer service
· High quality products
· Customer demand
· Stores globally
· Not variety of products
· leading retail store in the UK
· Own energy companies
· Employ top designers
	Global online store 
Need to expand further
To provide for the younger target market
Be more diverse with Caribbean foods

	Weaknesses
	Threats

	Great need to update fashion
No UpToDate clothing for the younger generation
Old fashioned values towards business
High labour costs
Weak online presents
Can be expensive
	Competition from other retailers e.g., Cheaper price Clothing
Covid 19 Pandemic 
Brexit 
War in other countries affecting transport
Conflict amongst seniors/CEOs
Competition from supermarkets e.g., Aldi, Tesco, Morrisons, Sainsbury's etc. food and Clothing.
Ineffective strategy to improve on weak Spots.

	
	









Conclusion
Automation has become a permanent threshold in society around the world, covering nearly all operations within the workforce and public life.
Since Covid 19 started back in 2019-2020, people used technology to communicate around the world to avoid losing contact throughout the pandemic, over 3.3 million people died from the disease without the help of technology today we would have surely rewound mankind back over 70 years.
Past inventions have help changed and the way world view the endless possibilities of automation within the workplace Automation may have helped considerable during the pandemic, connecting, and helping with communication, nevertheless it has changed the world of work in a bias way, leaving people divided of its true intensions.
The narrative of automation is to benefit society giving people the choice of which method of convenience is best for them, but this appears not to be the case as automation continues to dominate the work force. Automation it's not always as clear cut as one may assume, or the decision of who the negative favours maybe hidden and not revealed until the automated process has been in operation for months, or possibly years finalising the true outcome.
Shops like Tesco, Morrisons, Asda and Marks and Spencer have now incorporated automated self-serve automated checkouts in store along with many other supermarkets against the wishes of the customers, 
The M&S company operates with a flat leadership style structure, this means there is limited management levels between department. This also benefits the company by reducing management costs e.g., wages.
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