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INTRODUCTION
Marks and Spencer (M&S) one of the familiar high street stores that the majority of people recognise and love, one of those high street stores that was mostly popular with the more mature person and not todays family unlike the other supermarkets. As the world is changing and there are more options for people, whether it is online shopping or instore, also there is considerably more competitiveness between supermarkets especially with the price of products. Nevertheless, where did M&S begin? And are they able to make changes from Management to their high street stores to ensure a stable future and to compete against the other supermarkets.   
M&S was founded in 1884, when a polish refugee named Michael Marks opened a market stall in Leeds, he sold hair pins, dolly dyes and black lead all for just a penny his motto was “don’t ask the price it’s a penny”. In 1894 Marks met a man named Thomas Spencer, who was a former cashier from the wholesale company Dewhurst. During this time Dewhurst helped Michael Marks to learn English and provided him with small loans. As a result of this they soon went into partnership and opened their first shop in a covered arcade in Leeds.[footnoteRef:2] [2:  (https://marksintime.marksandspencer.co)] 

Today M&S is a major British multinational retailer with headquarters based in Westminster London, M&S have 1,035 stores and employ around 85,000 people, around 300 of their stores sell high end quality clothes homeware and luxury food also 700 simply food convenience stores.[footnoteRef:3] [3:  (corporate.marksandspencer.com)
] 

M&S have seen a decline in sales resulting in at least 17 stores closing, also they are to close a further 100 stores by 2022 in a bid to rescue the company. There are many reasons for this as the cost of British suppliers became too expensive and the switch to company’s overseas came too late. M&S, have had to make significant changes on how they operate as a company,   Other factors also played a part too, as M&S did not introduce the credit or debit card system to their stores until 2001, customers where only able to use the stores own store cards which has implemented on the financial decline.[footnoteRef:4] [4:  (marksandspencer,2019)
] 

The purpose of the assignment is to investigate organisational context, organisational management, motivation and satisfaction and communication and perception.










ORGANISATIONAL CONTEXT
M&S is a private sector business that is part of the country’s economy it is run by individuals and not the government its intentions is to make money. M&S mission statement is “make aspirational quality accessible to everyone, through the depth and range of its products”. M&S are well known for selling high end quality clothing, home products and food, M&S have seen a steady decline in sales over past few years resulting in the company making changes from management through to their stores. Archie Norman chairman of M&S believes “that with a turnaround programme driven by a strong leadership team could revive one of the UK’s most special brands”.[footnoteRef:5] [5:  (https://corporate.marksandspencer.com)

] 

Steve Rowe chief executive of M&S has laid out a plan of transformation over 5 years, the aim is to return M&S to sustainable, profitable growth, with the commitment of their dedicated colleagues who are committed to the business and want to get M&S back to its best. For instant many of the stores, around 75% are over 25 years old and many date back to the second World War, consequently the stores layout can be confusing. Furthermore, the clothing range and home products have suffered due to clarity of choice, also the food department has also taken an impact due to the price of food being too high and many of the stores having no parking facilities.[footnoteRef:6] [6:  (marks and spencer,2019)] 

Chief executive Steve Rowe said “M&S have improved their website, site speed and redesigned the home page and also an easier check-out and a more improved delivery system has resulted in a nine percent improvement in the website traffic to customer purchase”. M&S have given back control to store managers their own store profit and loss account as a result so that manages are able to spend more time on shop floor with colleague’s and staff now have been given tablets. M&S have recognised that the in-store technology needs to be updated and have announced that will be installing self- service checkout to reduce queuing problems. Also, the instore wi-fi will also be upgraded and made available to customers and store staff. As the spark's loyalty programme needs improvement, it will be relaunching next year.[footnoteRef:7]  [7:  (marks and spencer,2019)
] 

     




ORGANISATION AND MANAGEMENT
In order for employees to work towards the same goal, the company must have good organisation and management, to enable them to give a good sense of direction to all employees. The employees are aware of their roles and responsibilities, enabling them to achieve the highest possible standard. 
· Organisational management gives employees a sense of security.
· Effective management helps employees achieve the main goals in each department.
· Employees complete tasks within the time frame set.
· Employees stay loyal towards their employer.
· Good organisation management lead to peaceful and positive outcomes at work.
When an organisation and management are not run effectively the company and members of staff are affected.
· Poor organisational and management leads to unhappy staff.
· Recruiting the wrong people for the company
· Poor communication between employer and employees.
· Knowing where to draw the line between friendship and employer
· Poor time keeping and sickness effects other employees.
M&S follow a flat line structure, this has limited levels of management between administrative levels and frontline employees although, it follows this structure it allows employees to have their say on decision making, a company as big as M&S this structure can sometimes be confusing.[footnoteRef:8] [8:  (https://www.managementstudygide.com)
] 

On the 27th of February 2019 M&S invested £750m with Ocado to secure a home delivery deal, this is set to launch in September 2020. M&S have joined this part venture and will trade as Ocado.com although they will still sell M&S’s branded products and make use of M&S’s high street chain’s data base. According to Tim Steiner, Ocado’s chief executive he said “the deal is a transformative moment in the UK retail sector, also we believe that this is the best outcome for customers, offering even greater range, service, quality and value”. In addition to this substantial move forward it will create more jobs and create more value. According to Steve Rowe chief executive of M&S “I have always believed that M&S food should be available on line. Combining the strength of our food offer with leading online and delivery capability is a compelling proposition to drive long-term growth”.[footnoteRef:9]  [9:  (https://www.independant.co.uk/news/business/news/marks-spencer-ocado)] 

In addition to this M&S have joined partnership with Clear Pay, a new service of payment options. Allowing customers options to spread the coast of their items when making a purchase over £30, with a choice of four instalments and six weeks interest-free, this payment option will be available to all UK M&S.com customers and will be available mid-November. M&S have chosen the buy now pay later, to help improve customer shopping experience. However, debt charities have raised concerns and said “this type of payment option could be dangerous”. Director of M&S Bank and Services, Kirsty Ward, said “we are committed to providing our customers with seamless and convenient ways to pay, and that’s why we have introduced this fully integrated and interest-free option to help spread the coast of shopping at M&S.com”. M&S said “this move is the latest step in its far-reaching transformation with the aim of becoming more relevant to customers”. In addition to this M&S said “by adding Clear Pay to its services it will help drive towards the business”. Therefore, have set targets of having one third of their clothing and home UK sales online by 2022[footnoteRef:10]. In addition to this on the 9th of November 2019 M&S announced, they will no longer be selling its classic womenswear in store, although will still be available online. This is another substantial move forward for M&S as the classic range was introduced in 2001 to appeal directly to women over 55 and now after review of their women’s clothing brand they want to appeal to a broader range of shopper’s. Steve Rowe said “that M&S have already began to shift away from some of the frumpiness to modernise clothing range and make products more stylish”.[footnoteRef:11] [10:  (this is money .co.UK by Grace Gausden)
]  [11: (this is money.co.UK by Neil Craven, Financial Mail on Sunday)
] 

















MOTIVATIONAL AND SATISFACTION
M&S employ around 85,000 staff and have a mixed approach to staff motivation, they use a range of methods to motivate their employees, without spending too much of its benefits budget. 
They use traditional cost-cutting methods and technology to engage staff. Yammer is M&S internal social media network, that helps bring staff together, as well as congratulate them for their hard work. In addition to this M&S has an employee of the month, that recognise workers that illustrate M&S’S value, the award also acknowledges outstanding achievements by their employees who show passion and commitment to their co-workers and go the extra mile for customers. Each month, workers submit their nominations to their line manager and one employee is selected, there is no specific prize for the winner, as it is chosen each month by the department that the winner belongs to. M&S believe that by introducing innovation recognition, it acknowledges the colleagues that work great.[footnoteRef:12] [12:  (https://employeebenefits.co.uk)
( marks and spencer,2019)] 

M&S runs one of the biggest retail customer service training programme, Jo Moran, Head of Head of Customer Service for M&S explains,” At M&S, we differentiate ourselves through excellent customer relationships and service. To deliver this, it’s essential that our people receive the highest standard of customer service training. Training Mark accreditation provides independent, assessment and benchmarking of our training programmes to ensure that our employees are equipped to provide the excellent levels of service our customers expect”.[footnoteRef:13] [13:  (https://corporate.marksandspencer.co.uk)
(marks and spencer,2019)] 

The topic of employee motivation plays a central role in the field of management, both practically and theoretically. Managers see motivation as an integral part of the performance equation at all level, while organizational researchers see it as a fundamental building block in the development of useful theories of effective management practice. Indeed, the topic motivation permeates many of the sub-fields that compose the study of management, including leadership, teams, performance management, management ethics, decision-making, and organization change. Steers et al (2004).[footnoteRef:14]            [14:  DAVID A. BUCHANAN AND ANDREZEJ A. HUCZYNSKI (2010)” MOTIVATION”, (organizational behaviour) Glasgow (p263).
] 





COMMUNICATION AND PERCEPTION
Communication is a vital part in the everyday running of a business, although many employees find that management don’t communicate appropriately and that’s when problems arise.
M&S believe direct employee engagement and participation through democratically elected business involvement groups and works council, as we believe that the people who work for us: 
· Have valuable first-hand knowledge of our business operation.
· Have the greatest vested interest in our commercial success.
· Know most about what issues really matter to workplace colleagues.
Also, communications throughout the year where employees have an annual your say survey, as well as confidential helplines and a process of annual performance reviews. This approach has been successful since the company was founded in 1884.[footnoteRef:15] [15:  (Marks and Spencer,2019)] 

M&S, this year have two Christmas adverts their clothing ad as it continues on its mission to broaden its family appeal “style at great value”. The 60 second ad, done with new creative agency ODD, features people jumping around after they get a case of jumps from putting on one of M&S’s jumpers. M&S marketing boss, Nathen Ansell for clothing and home says a “What we want to do is get customers and of course jumping onto our website and into our store to buy as well”. He goes on to say “it’s a very commercial and there is infinitely more content than last year, which reflects the direction M&S is going in”. Although tv is still a critical part in advertising, part of their plan, digital channels are at the heart of this year's Christmas activity. A third of M&S’s spend will go on video-on-demand and garnering 150 million impressions on social media.
M&S have also launched their Christmas campaign this week too, starring Paddy McGuinness, Emma Wills and a Welsh school choir singing a special arrangement of Fleetwood mac’s Albatross. M&S food marketing boss, Sharry Crammond said “the in- store activity is more important than anything else this year as the staff will be wearing badges with their favourite M&S food on. [footnoteRef:16] [16:  https://www.marksandspencer.com
(marks and Spencer,2019)] 









CONCLUSION
In conclusion, for this assignment on M&S it is a multinational retail company that was founded in 1884, M&S specialise in quality clothing home products and great food. 
After researching M&S have been going through years of decline, issue’s with suppliers being too expensive in the UK and not recognising the issue until it was too late, now they have switched to oversee, suppliers. Other findings also where found M&S did not except credit or debit cards, only the use of the stores own store card this also implemented on the decline of sales. Many of the stores do not have customer parking therefore had another effect, also their price on food being too expensive and customers only purchasing a few items at a time and not their weekly shop. As a result, to move forward M&S have invested £750m food deal with Ocado that will be launched in September 2020, this move forward will create more jobs and value. Also, give customers the option especially if there are unable to attend the store, due to disabilities, travel difficulty or commitments. 
M&S have also joined partnership, with Clear Pay, that gives customers payment options to spread the coast interest free, of purchase's over a spend of £30. This is another example that M&S are moving forward and listening to what their customers want.
M&S are committed in making their stores special again, by delivering value to their customers and getting people back in their store. They have acknowledged this by giving customers what they want by introducing value for money food, introducing a wider range of clothing to entice a younger age customer. M&S also are focusing on digital online that will fit in with today’s customers, as people today have such busy lifestyles this gives customers more options with purchasing online. Although, M&S through bringing advertisements not only to the television they are turning to the media, especially this Christmas with two adverts, on clothing and food, this is another new approach they are taking to entice the younger family.
Taking everything into account, M&S have recognised where their faults lie and are making changes within their management structure down to their stores. Also, they have many plans in place for each department to succeed in-store and especially online where they hope will attract more customers. If M&S achieve these goals they have set, their future will be secure and it won’t be one of those unremembered stores. 
   

       

                   









.     










 


	
	
	



	
	
1

	



image1.jpg




