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Executive Summary 
This report will critically discuss the importance of Work Place Culture and its Impact on Organisational Efficiency at Marks and Spencer. The researcher has compiled the evidence using primary academic resources. The report has been structured using a Swot Analysis and the Schein model and will provide recommendations to improve Marks & Spencer’s Culture.   
M&S Code of Ethics (ND) state ‘Enhancing Lives Every Day’ is the organisations primary focus. 
M&S have 4 core values which is at the heart of everything M&S does as a business. It provides direction and a sense of common purpose that ensures the organisation is doing everything right. 
Inspiration: Aim to excite and inspire its customers
Innovation:  Aim to improve things for the better
Integrity:  Striving to do the right thing
In touch:  To listen actively and act thoughtfully 

Organisational Culture is an important factor as it brings out the success of the company and individuals. According to Cunliffe, (2008) Organisational culture and values is important as it influences effectiveness and helps attract, retain and motivate employees. 
CIPD, (2016, p18) suggests ‘Research has shown for businesses to gain competitive advantage and succeed over the long term, a culture must exist which drives performance and employee wellbeing, and engages the workforce to share its expertise in their roles.’ 

The report identifies three areas of the business, 
Firstly, a SWOT analysis and the Schein model is used to identify M&S internal and external factors and how it influences culture within the organisation. 
Secondly, the researcher compiles evidence regarding the current ethical stance of the organisation and how it benefits the culture, and employee engagement and motivation. As stated by CIPD (2018) Leaders must ensure there’s transparency and fairness, and provide stability and support for their employees to flourish.
Finally, the report identifies the values within M&S and how it effects current employees, also the researcher identifies which individuals would benefit the most from being an employee at M&S. According to The Barrett Model, (2019) Aligning values within an organisation and its individuals boost morale, motivation and It also increases productivity within in the work place thus benefiting both the individual and organisation.
Table of Contents
Executive Summary	0
1.0	Introduction	2
2.0 Findings	2
The Schein Model	2
Internal Factors	3
Artefacts and symbols –	3
Espoused values –	3
Basic underlying assumption –	4
SWOT Analysis	5
Strengths –	6
Weaknesses	6
Threats	7
Opportunities	7
Ethical Stance	7
Corporate Responsibility	9
Values	9
3.0 Conclusion	12
4.0 Recommendations	13
References	14

Introduction 
The purpose of this report is to identify is M&S operating an efficient work place culture
M&S was formed by Michael Marks and Tom Spencer in 1984. M&S today is a leading British retailer bringing quality, great value food, clothing and homeware to millions of customers around the world. (Corporate M&S, 2020) Today M&S have more than 1,400 stores across 57 countries and over 50 international websites and more than 80,000 employees. 
2.0 Findings
To identify the internal factors of M&S the researcher will be applying The Schien Model. 
The Schein Model
In 1980 Edgar Schein developed an organisational culture model to make culture more visible within an organisation. Schein believed there were 3 levels to identify culture. Mullins, (2016, p. 538-539) 
Artefacts and symbols - This level marks the visible elements in the organisation such as logo, structure and layout. 
Espoused values - This level concerns standards, values and rules of conduct. 
Basic underlying assumption - This level is hard to recognise; the underlying assumption is deeply embedded in the organisational culture.
Internal Factors 
Artefacts and symbols – 
When applying Artefacts and symbols to M&S it demonstrates positive culture, Corporate M&S, (2020) state the popular retail has more than 1,400 stores across 57 countries and over 50 international websites. This proves M&S is a successful growing company which has more than 80,000 employees within their stores.
Espoused values – 
The Espoused values level provides a positive culture as it allows individuals to feel a sense of value and loyalty. M&S is a Public Limited Company (PLC) which allows the general public, employees and any individual who has interest can become a shareholder by buying shares within the organisation. This enhances M&S to engage and retain their employees as employees become more loyal, motivated, valued and trusted within the organisation. Mullins, L J (2016, p225) view employee engagement is vital as employees feel a sense of connection with the organisation, management and their jobs.
M&S reward shareholders by offering online discount codes and reward their employees by paying competitive salaries and bonus. This demonstrates boosting motivation and morale within shareholders and employees. As Cottrell S, (2003, p.9) puts it “You will need clear motivation to keep yourself going even through tough times”. 
According to the Guardian, (2020) M&S rewarded their shareholders for sticking with the company through difficult times. Hilary Cook, expert at Barclays stockbrokers’ states “It is a very shareholder-friendly move.” This demonstrates positive culture as M&S rewarded their shareholders for staying loyal to the organisation.  
M&S follow a flat organisational structure, with few management layers allowing employees to be in control of their own work. M&S value their employees and believe employees should be involved in decision making and promote employee voice. 
M&S have many values within the organisation. Everyone has a voice – ‘Suggest to Steve’. This value encourages employees to suggest ideas and give feedback. This demonstrates excellent culture. Cottrell S. (2010. P.123) confirms having employees involved in decisions within the organisation will boost morale and motivation within the work place and increase productivity. 
Stated in M&S annual report (2018) in the CEO Steve Rowe view, M&S have an incredible team of colleagues who are deeply passionate about making M&S successful. The organisation needs absolutely everyone to play a part. Our colleagues know M&S better than anyone. This demonstrates positive culture as Rowe is emphasizing appreciation towards the M&S team, and confirms how the employees in M&S enhance the success of the business. 
According to M&S careers (2019), store assistant Jade confirms she felt that the till rolls which were wrapped in plastic and then a sealed box was such a waste. She explains how she had an idea to reduce waste ad took it to the CEO. 
Jade argues, “Our till rolls are wrapped in plastic in a sealed box – What a waste of plastic!”  It is evident that M&S operate employee voice and involve employees in decision making which enhances culture within the organisation.  
Employee benefits (2020) illustrates, M&S thrive on employee ideas and how employees enhance the business. Sarah Findlater, The Chair of the National Business Involvement at M&S rests on the assumption that recognising and celebrating employee efforts is an important factor as it inspires teams at M&S to keep up the good work. this falls under the M&S value ‘our colleagues make a BIG difference’.  
Basic underlying assumption – 
The Guardian (2016) critique M&S culture as it writes, M&S have been paying less than living wage even though they have made promises to Asian employees. Anna McMullen, a campaigner at Labour Behind the Label, argued she was “disappointed and angry” that M&S had been not been able to make a difference to the lives of workers, despite its promises.  This demonstrates the promises that were made by M&S to improve living condition was not fulfilled. This is poor culture and neglecting employee rights. 
However, the Guardian, (2016) confirmed, “M&S are committed to further improving working conditions in their clothing supply chain and their work since 2010 has made a significant difference. For example, average wages at our supplier factories in Bangladesh are now 60% above the current minimum wage.”  M&S are now demonstrating positive culture and acting on making improvements for their Asian workers.
According to Glass Door, (2020) A review stated by a former employee at M&S explained how M&S was extremely friendly place to work and management was always constructive, with plenty of training.  However, the employee expressed that the management was occasionally dysfunctional. This suggests that M&S management team is friendly and approachable, however can be dysfunctional at times, and this can leave to a positive or negative culture if management do not engage with employees accordingly. 
Indeed, (2020) view given by a former employee stated, A Good company, lots of investment on training and development. Great pay and bonuses including employee discounts on goods purchased from any of the store locations”.
This suggests, M&S invest in training and developing their employees which is beneficial for both the employee and the employer. Supporting Riechhelds theory, “happy employees create happy customers,” Finne & Randall, (2002) explains how Reichhelds research suggests employees need to feel a sense of belonging and appreciated for the organisation to succeed. 
Research confirms M&S is operating a positive culture system. As Buchanan, D A. and Huczynski, A, (2017, p,125) puts it companies with strong cultures perform better than those with weak ones. 
SWOT Analysis
Albert S. Humphrey, an American business management consultant who specialised in organisational management and cultural change created a model ‘SWOT Analysis’ 1960s.
Murray-Webster. R (2010. P,88) states A Swot Analysis is a technique that focuses on an individual or teams’ strengths, weaknesses, threats and opportunities. It is a conversion strategy which allows individuals and teams to convert their weaknesses into strengths and their threats into opportunities. 

The researcher will apply a SWOT analysis to identify the external factors of M&S. 

Strengths – 
As stated on Market line (2020) M&S is one of the UKs largest leading retailer who have more than 148 stores within 57 countries, this demonstrates that M&S is a successful growing organisation.  
M&S have a large variety of products for their consumers and employees. M&S make shopping life easier for their consumers by having everything under one roof, from food to home products and clothing. M&S also have an opticians and bank in store for the convivences of their consumers and employees. This makes M&S differ from their competitors, allowing M&S to have the upper hand in the retail market. (Market line, 2020)
According to M&S Careers, (2018) the working culture within M&S is very strong, M&S have a very close nit work teams who enjoy working for M&S and respect one another. Nick Foods section coordinator emphasizes “Everyone is so close here, more than friends than employees”. 
Weaknesses
M&S operational review (2004) claim the company have identified ‘weak management teams’ within M&S and Lack of leadership has meant that M&S are not getting the best out of their employees. This will have an impact on the culture system within M&S as poor engagement with employees will lead to low morale within the company. 
The CEO of M&S confirms, employees are a vital part of the success of M&S, our employees are motivated and skilled. However, they have lacked clear direction and focus.’ The CEO is claiming the leadership teams have not been engaging and motivating their teams. Leading to poor management. (Corporate Marks and Spencer, 2004)
(Corporate Marks and Spencer, (2004) states The CEO argues that the women’s wear department is not keeping up with the latest fashion. Rose confirms ‘Womenswear is not keeping pace with the market’. 
Threats 
According to Market line (2020) M&S have over 80,000 employees and employing more man power would increase operating costs. This may have a negative effect on the company as it increases out goings. Market line (2020) state that the government has recently increased minimum wage thus resulting in an increase of salary expenditure.
M&S have many competitors such as Asda, Debenhams and Tesco. Theses competitors offer lower price deals to consumers and may have a better marketing strategy which may be of risk towards M&S. (Market line, 2020)
As stated by Stuart Rose CEO, M&S will strengthen the management team to make improvements. This could demonstrate that M&S are currently not engaging and motivating their employees thus resulting in employees leaving the company. (Corporate Marks and Spencer, (2004) 
Opportunities 
M&S have many opportunities to grow. According to Market line (2020) M&S have the opportunity to expand retail within the UK. This will benefit the leadership team in M&S as more employees would be recruited and the leadership would need to engage, motivate and train the new recruits. Following ACAS (2015, p,11) Seven ‘Lever’ of work place productivity, Effective management significantly improves levels of employee engagement. According to Mullins L J, (2016, p 620-621) motivators need to motivate individuals to superior effort and performance. 
Ethical Stance 
M&S Peoples Principle (2019) confirms M&S is committed to ensuring a sustainable business which provides the health and safety of their employees in the UK and overseas. M&S promise to have a strong culture which promotes diversity, inclusivity, personal development and respect. The company confirm that their employees and teams make the organisation successful and ensures that employees are free from discrimination, harassment and victimisation. M&S follow an equal opportunity policy which allow M&S to promote and support the well-being of their employees and encourage a diverse workforce, such as parents, carers, disabled and disadvantage individuals. 
According to CIPD, (2016, p18) ‘Research has shown for businesses to gain competitive advantage and succeed over the long term, a culture must exist which drives performance and employee wellbeing, and engages the workforce to share its expertise in their roles.’ 
M&S Careers, (2019) suggests Diversity and inclusion are a big part of M&S, on the 3rd December all M&S employees proudly wear purple to support ‘International Day of People with Disabilities’. M&S want to share the experiences of their colleagues who are identified as disabled by supporting the individuals via the ‘Buddy Network’. This network has been designed to allow employees with disabilities to talk and be listened to without being judged. 
Laura Packaging Artworker at M&S has Type 1 Diabetes and uses a portable insulin pump attached to her body that can input insulin 24/7. Laura demonstrates how M&S have a positive ethical stance towards their employees. 
M&S Careers (2019) Laura confirms that the management in M&S are incredibly flexible with the many hospital appointments she requires to attend, and encourage her to work from home on the days her diabetes is erratic. Laura claims “M&S is a bit like a big family, my team know when I may be having a bad day and take the time to learn about my illness.” This demonstrates that M&S consider the well-being of their employees and have a strong ethical system, it also shows the management take the time to educate themselves about their employee’s illnesses, which shows M&S care and considering the wellbeing of their employees.  
M&S Careers (2015) demonstrates that M&S is operating a strong ethical stance. M&S help and promote their employees to grow within the organisation. Lesley, a graduate from 1997 and now Head of Planning explains how M&S team leaders have encouraged her to develop the past 18 years. Lesley confirms, “I love the values and ethics of the M&S brand.” Lesley states, M&S have always found new opportunities to help Lesley grow which were identified through line managers and management. This demonstrates M&S promote and encourage their employees to train and develop within the organisation, this allows the employee to grow confidence and motivation. Thus, resulting benefiting the organisation and the individual.  
According to the Guardian (2019) Suppliers of M&S have been treated very unfairly and non-ethically, The Guardian states that the predominantly female employees claimed they experienced verbal abuse and harassment from management during shifts of up to 16 hours and worked despite being ill. The employees were called “daughters of prostitutes” by managers for not hitting “impossible” targets. This is demonstrating a very poor ethical stance as employees in factories aboard are being harassed and verbally abused, this is not considering the wellbeing of the employees, and working while being unwell is not an act of fairness 
An M&S spokesman confirmed that M&S has been operating with the supplier for 13 years, M&S will take any allegations seriously. “In addition to there being regular M&S presence at the factory, M&S will work with the factory on a number of programmes including gender equality and healthcare projects.” This illustrates M&S are now acting on the poor ethical stance and will be sending employees to the Bangladesh factories to help with any other issues. 
Corporate Responsibility 
According to CIPD (2019) Corporate responsibility (CR) is concerned with the sustainability of an organisation. CR seeks to add value to an organisation's activities by ensuring there is a positive impact on society, the environment and the economy. 
M&S follow a PLAN A approach. As stated on Corporate M&S (2020) M&S are committed to being a sustainable organisation. M&S promote recycling and waste. The company works closely with charities such as Oxfam to encourage clothes reuse and recycling, and holds coffee mornings to raise money for  Macmillan Cancer Support. This demonstrates M&S are operating a strong ethical stance by working closely with charities and the community to raise money and engage with the community. It also reflects M&S is operating a sustainable organisation by promoting and encouraging recycling waste and plastic, and re using clothes. This demonstrates that M&S is an Eco-friendly organisation, which enhances their ethical stance. 
Values 
Barrett Centre, (2019) confirms, Values are fundamental to an individual as it conveys motivation to make decisions and allows the individual to demonstrate what is important to an individual. 
As stated on M&S Code of Ethics (ND) M&S have 4 core values which is at the heart of everything M&S does as a business. It provides direction and a sense of common purpose that ensures the organisation is doing everything right. 
Inspiration: Aim to excite and inspire its customers
Innovation:  Aim to improve things for the better
Integrity:  Striving to do the right thing
In touch:  To listen actively and act thoughtfully 

In Touch – M&S value their employees and encourage ‘Employee Voice’ this is a system were employees are encouraged to feedback ideas or comments to ‘Suggest to Steve’ the CEO of M&S. 
In L, Holbeche (2005) view building a high-performance culture is involving people in the changes, which leads to high performance. M&S involve their employees in decisions and ideas as the M&S believes their people enhances the business. (M&S Careers, 2019)

Innovation – M&S is a very diverse organisation who aim to help and employ people with disadvantage backgrounds, parents, carers and disabilities. The organisation has launched a many scheme to help aid this, such as the ‘Buddy Network’ ‘Marks and Starts’ and ‘LGBT scheme. 
The ‘Buddy Network’ has been aided to help employees with disabilities express their feelings and an opportunity to talk and be listened to without being judged.

The ‘Marks and Start’ programme has been launched to help aid recruit people with disadvantage backgrounds and disabilities with the help of three programme partners, Remploy, Princes Trust and Bitc. Jamie Section Coordinator illustrates how he dropped out of university and was approached by ‘The Princes Trust’ who said his skills fit the ‘Marks and Start’ programme. M&S Careers, (2019) Jamie supports “M&S has given me my first step on the career ladder and now I’d like to work my way up.” This demonstrates M&S value diversity and equality. 

The ‘LGBT’ Programme was designed to make employees feel confident and to be themselves at work. Store Manager James explains how he is encouraged by management to be more him. James confirms, “I think it’s fantastic that M&S is asking employees to be themselves at work and to be comfortable.” The scheme has been aided to build confidence in individuals who are bisexual and transgender. M&S believe everyone is equal and the organisation demonstrate this by creating schemes to help their employees.
According to Dewar C and Doucette R (2018) A positive culture is one of the most essential drivers of business performance. 

Aligning values within an organisation and its individuals boost morale, motivation and It also increases productivity within in the work place thus benefiting both the individual and organisation.
Individuals can use the Barrett Value Model to align their personal values with an organisation to see if the values align. In Richard Barrett view “Our values reflect what is important to us. They are a shorthand way of describing our individual motivations. Together with our beliefs, they are the causal factors that drive our decision-making.” (Barrett Centre, 2019)
It is important for an individual’s value to align with the organisation’s values, as it brings out the best in people. According to Cunliffe, (2008) Organisational culture and values is important as it influences effectiveness and helps attract, retain and motivate employees. M&S have several schemes and values within their organisation which would suit and benefit many employees who work in M&S, as it allows individual and organisational values to align. 
For employees to perform exceedingly within M&S the following skills, knowledge and behaviours must be obtained such as, being caring towards colleagues, customers and management, being honest, loyal and fair., being able to communicate and engage and work with a strong network of individuals.
As stated on M&S Careers, (2019) M&S aid a scheme to allow employees to have a work and home life balance, ‘Smarter Working, The M&S Way’ a better way of working for our people.
Trusting each other 
Better work/life balance.
Giving staff freedom for what works best for them and their role
Responsibility to manage your own time 

The ‘Smarter Working, The M&S Way’ would be ideal for employees such as Parents and carers. 
Parents and Carers have young children, and families to care for and would need to balance their home and work life. The ‘Smarter Working’ scheme would benefit theses employees as it allows individuals to choose and manage their time and it allows employees the freedom for what works best for them.  
However, this scheme would align with several other individuals such as students, who would need time for their studies and to attend university or college, and individuals with certain cultural or religious requirements, for example a Muslim employee who’s required to pray Jummah on a Friday. 
M&S offer an Apprenticeship scheme, this would be appeal to the younger generation who did not have a chance to go to university and the older generation who have had a gap in employment and lack confidence. This scheme would align with their values as is giving the employees a chance to learn and develop their skills while building trust and loyalty with the company. 
M&S fully train and support their employees and help individuals develop the skills needed for the role. M&S Careers, (2020) James, Section Manager at M&S demonstrates how M&S have encouraged and supported him through his apprenticeship and how he feels he’s progressed faster than he would’ve done if he went to university. 
 As stated by CIPD (2018) Leaders must ensure there’s transparency and fairness, and provide stability and support for their employees to flourish.

3.0 Conclusion
Coming to a conclusion it is evident that M&S have a positive organisational culture. M&S have put in place many schemes and programmes to enhance their culture within the company. This boosts morale and motivation within employees as it aligns with individual values. The Barrett model (2019) explains the importance of aligning organisational and individual values as it enhances decision making, motivation and productivity. 
M&S consider the well-being of their employees and encourage their employees to grow and develop within the organisation. M&S continuously train their employees to improve their career path. 
M&S is a very diverse organisation which employ individuals with disabilities and disadvantage backgrounds, the company believe their employees make their business a success and feel every individual is unique and should be themselves work. M&S have many schemes to aid employee wellbeing, such as the ‘buddy network’ which allows employees with disabilities to reach out and be listened to. ‘Suggest to Steve’ which is engaging in employee voice. Sharing ideas with the CEO to enhance the business. (M&S Careers, (2020)
However, M&S lack poor culture in a few aspects of their business.
As stated in the Guardian (2019) Suppliers of M&S have been treated very unfairly and non-ethically, the article states that the women workers were being verbally abused and made to work despite being ill. This is demonstrating poor culture and not being ethical. It is not considering the wellbeing of employees. 
As confirmed in Corporate Marks and Spencer, (2004) The CEO confirms that the management team in M&S have lacked direction recently and have not engaged with their employees, Rose states “They have lacked clear direction and focus”. M&S operational review (2004) claim ‘weak management teams’ within M&S and Lack of leadership. This demonstrates a poor culture system within M&S as poor engagement with employees will lead to low morale within the company.

4.0 Recommendations 
After a wide range of research, the researcher has compiled recommendations, for M&S to enhance their organisation’s culture. 
For the initial Recommendation for M&S is that a team should be allocated to carry out supplier management such as paying on site visits to their supply chain to monitor instances like the Bangladesh abuse from management. (The Guardian, 2019) The team’s role would be to ensure that the supply chain follow the correct procedures on employee and engagement and wellbeing. (Corporate Marks and Spencer, 2004)
Secondly, as promoted by the Chief Executive of M&S, M&S has lost the fundamental values of ensuring managers are trained on employee engagement and direction. Therefore M&S need to ensure that their own house keeping is flawless before taking Recommendation one. 
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