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Executive Summary


In this report we will be looking at how Artificial Intelligence is developing recruitment, learning and development, employee engagement and performance management, Specifically looking at the benefits and risks of using Artificial Intelligence in the mentioned sections.  We will also look at recommendations on how the organisation can use Artificial intelligence and how important it is to keep up to date on the next wave of new technology in the organisation. 




















































Contents page


1.Introduction
2.Recruitment 
3.Learning and Development 
4.Employee Engagement 
5.Performance Management 
6.Conclusion 
7.References











































1. Introduction

Marks and Spencer first started as a penny bazaar in 1884 in leeds, and is now a major British  multinational retailer, where it supplies luxury food, clothing and home products.  Marks and  Spencer currently has 1035 uk stores and 428 international stores with 56 international territories and as of the 31st March 2018 employe 80,787 people. Marks and Spencer’s group revenue is  £10.7 billion, where £3.7 billion is from clothing and home, £5.9 billion is from food revenue and then £1.1 billion is from international revenue.  It is a 61% to 39% split with the food sector having the highest percentage of income.  Marks and Spencer is a very unique retailer with a strong heritage and great brand values with customers who want Marks and Spencer’s to succeed. Their key focus in delivering great value for money. ( Marks and Spencer)  
	Management has come back from a Forum Event and wants to look into how the organisation can prepare its self with the most knowledge and up to date skills to be able to successfully manage artificial intelligence in the workplace. It was brought to the attention that if management and HR leaders make great use of artificial intelligence it would mean the business will have better performance because it will attract better people, thats why we will look at the advantages and disadvantages, the risks and the benefits of artificial intelligence and what it can change for supporting and managing of its people.
	We are becoming a VUCA world which stands for volatility, uncertainty, complexity and ambiguity, where the world around us is forever changing, changing at a rate that is hard to keep up, but we must keep up to survive and to that we need to keep up with the trends that are changing the world of work, the way people work and the way the trends are effecting the structure of work.  The technology around us is forever advancing effecting the way the world works and us as people, as technology advances we need to keep up with the changes to be able to perform to the best of our ability and that goes for organisations too, from the way organisations recruit people to the way we improve employee engagement and performance management.  If an organisation uses the advances of artificial intelligence technology it could potentially gain a competitive advantage.         
		            

2. Recruitment 

Recruitment is the process of firstly finding someone and then hiring the most suitable and most qualified candidate for a new job opening but within a good time frame but also cost effective. (Business dictionary) Stephanie head of recruitment for Marks and Spencer said when it comes to recruitment it all depends on the job role that is open to how the process is done, however candidates are benchmarked against their four values, inspiration, innovation, touch and integrity, its key that candidates fir these four values as these are the key behaviours of the business platform for the greatest success. Artificial Intelligence is being used in the recruitment process for many ways the first one being to ensure the best candidate is found and is the best fit for the role thats open.  AI is able to fill the gabs for an organisation by not sure looking at their resume but also looking at their online presence by looking at what they are interested in and even look at what they actively support in social cases, this is a major way of gaining more information on the candidates, gaining more information on potential new employees means that it gives a higher chance of choosing the most successful candidate.  Another way that AI is being used in the recruitment process is by having more highly targeted candidates, AI is used to target searches for example by job title, location, industries, education, age and even household income, however we can get all this information without evening talking to the candidates which can be seen as a downside as we are losing that all important communication.  Another advantage of AI in the recruitment process is how AI is making the process more cost effective by making the initial selection process faster, AI is used to find the most matching candidates, make contact with the candidates and even conduct preliminary interview and assess resumes, these takes if done manually is time consuming but with the help of AI it can be made a lot quicker and simpler.  AI can also be very useful where the job entails skills needed if you are on the front end of the business where you are dealing with the customers as AI recruiting video interview platforms use biometric and psychometric analysis to evaluate the quality of the candidate by analysing candidate answers and also looking at voice quality, voice energy, speed of speech and body language. (Forbes 2018)  
	AI is disturbing the recruitment process in a positive way making the process more efficient, cheaper and faster with the promise to unlock human potential, this brings a major opportunity for organisations, however there are some drawbacks and ethical issues with using AI.  We can use AI to look at candidates personalty and intelligence all from their online footprint but what we should know and can know is the difference in question of ethics.  one way to get rid of this concern is to allow people to have the option to opt in on giving their consent to having their data looked at. (Forbes 2018) Another issue is predicting biased outcomes amazon had to ditch AI for recruitment as the tool favoured men for technical jobs this was because the computer model was trained to observe patterns in the resumes submitted by applicants over the past 10 years. most of the resumes came from men this meant that the system taught itself it preferred candidates that where male. (The Guardian 2018)   


3. Learning and Development   

Learning and development focuses on helping individuals to improve their performance by increasing their skills and knowledge (HR Zone) Marks and Spencer currently using AI with a comprehensive training and performance coaching programme, its designed to be more tailored to the individual no matter what role you do or what the individual ambitions are, the programme is tailored to adjust the training needed to meet your needs, giving the individual more support to be able to do their job well. (Marks and Spencer) 
	AI is improving the training and learning in the corporate world in many ways with one of them ways is offering individualised experiences for the employees, these training programmes tend to be more successful because employees are more engaged and are seen as an individual employee.  Another key advantage of AI is that is can measure and evaluate how the employees are learning and then how that learning has impact on their future ability to work with the hopeful outcome that the programmes have made them more skilled at their job as AI offers test for the employees to be able to recap what they have learned and then measure the effectiveness of the AI programmes. With employees being able to see how they are developing this increases employee enjoyment of the AI training programmes and makes employees more likely to want to further their skills in the workplace. (Tech Funnel 2018) It is found that new hires would like more hands on help with the help of AI this can be possible as AI is freeing up time as new hires are able to learn more quickly through the use of AI programmes it gives learning and development departments more time to be able to increase face to face training as they are saving time on calculating peoples development because AI does that.  It is also seen that people make a lot of complaints about not learning fast enough but with the help of AI programmes employees can keep on learning and developing with all the individualised programmes. 
A disadvantage to using AI for learning and development is if you have an issues, questions or is even struggling with a certain section there is no one there to really sit you down and go through it with you so you don't have the option to ask questions.  Another issue with AI is that it can be costly with the cost of installation, maintenance and repairs its can all add up meaning that it might only be larger business that could use the advantages of AI.  


4. Employee Engagement

Marks and Spencer is committed to giving direct employee engagement and participation through the elected employee involvement groups as they believe that their employees have the first hand knowledge of the business operation and the issues in the workplace for colleagues. (Marks and Spencer) 
	Its key to give recognition of everyday successes and then give bigger rewards relating to projects and incentives for performance the benefit of AI in employee engagement is that HR can track and manage all the recognition from one interface.  AI can also help employee engagement by doing the automatising receptive time consuming processes and tasks that would take a human a lot longer to do, using AI is a more time efficient way. It is key to have engaged employees because it is those who don't mind going the extra mile and will happily promote the business which is why it is important to have responsive feedback, AI can look at themes and trends and gather feedback from employees over time and also capture real time experience so business can provide responses to issues that are arising in the business (Employee benefits 2018)Companies can also use technology to communicate better with employers and other employees through professional social media and tools to keep up to date on projects, online communication helps increase employee engagement because it allows better communication throughout the business. (Shift 2018) 
	Using AI negates the need for employee/ employer interaction, this in turn could lead to negative vibe amongst employees because they actually don't get face to face recognition or face to face communication which could make the employees feel cast adrift and lonely in the work place which would then eventually lead to the employees leaving the business.  
	

5. Performance Management

Performance management is the processes with the aims to improve and maintain employee performance which will be in line with the businesses objectives.  Good performance management is critical for any organisations success, employees must know what is expected from them and to be able to do that they need to be managed to keep them motivated but to also have the necessary skills, support and resources. (CIPD 2018)
	AI is so important when it comes to performance management especially where there are issues that need constant monitoring, the advance in computing methods such as the cloud means we can store massive amounts of information and connect users, the amount of data is staggering and it would be impossible for an IT department to do it on its own, thats why AI is so useful as it can instantly analyse and provide solutions quicker than any human. AI can also predict an issue before it occurs by using a toll that predicts and avoids service impact. AI can also help combat workplace bias as a computer that is trained correctly won’t be biased and will deal with the data its given and will disregard the gender or race of the actually employee and will go on the facts its self, another advantage of AI is that as humans we get fatigue and tired and could easily make mistakes which could cost the business a lot with technology this doesn't happen.  
	However relaying on AI to develop and change performance management is tricky one as there needs to be a balance of using AI to do the job but then also using real human terms and face to face contact, without a mix of both, developing employees with long term trust will be difficult.  
			  
6. Conclusion

Artificial intelligence is going to change the workplace wether we like it or not so we need to adapt to the changes sooner rather that later otherwise we won’t be on trend with our competitors and we won’t have the best staff with AI improving our chances to select the best staff and to then train and develop them in the best way with using the lasted technology. I recommend that we use AI intensively when it come to recruiting the best staff possible by using AI to pick out those who are more qualified but also most passionate about the job, but then also using AI when it comes to training them with the necessary skills because AI can give employees special training programmes best suited for them and the role they do meaning they will then go on and do a better job which will increase job satisfaction and improve customer service as the employees are more efficiently trained to do the job. 
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