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Executive summary

This report has discussed the importance of workplace culture in various business organisations. Workplace culture is effective in improving the overall business performance as well as business growth of any organisation. Marks and Spencer has been a prominent name in the global retail industry. The workplace culture followed by this retail organisation has been evaluated by using relevant models. With the implementation of the cultural web model, the various organisational factors like structure, symbols, stories, power, and many others have been identified as well as explained with respect to the organisational culture.  The various ethical activities performed by Marks and Spencer include the implementation of Plan A, reduction in water usage, elimination of plastic use, and many others. The environmental analysis of Marks and Spencer has been done by performing both SWOT and PESTEL analysis. The positive key elements contributing to the growth and expansion of Marks and Spencer have been identified. The implementation of the Barrett model has helped Marks and Spencer in understanding the effective values within the workplace that have strong impact on the overall culture. The report has further included some major skills, knowledge, and behaviour of an effective employee, as well as an effective recommendation for enhancing the business performance of Marks and Spencer.
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[bookmark: _Toc66187971]Introduction
Workplace culture refers to the mixture of the various beliefs, tradition, behaviour, attitudes, and interaction that help in maintaining the relational as well as emotional environment within the business organisations (Redmond et al., 2015). Culture plays an effective role in ensuring that all the business operations are conducted effectively and successfully, hence, leading to high business productivity (Payne et al., 2018). This report will be discussing the organisational culture followed by Marks and Spencer using relevant models and theories. The various cultural elements that have a strong positive impact on the overall business productivity as well as business growth of Marks and Spencer will be discussed. A detailed analysis will also be done in the ethical performance of the business organisation with suitable examples. The basic skills, behaviour, and knowledge required by an individual to perform effectively within the business organisation will also be identified as well as elaborated. The report will further provide at least one recommendation for improving the overall workplace culture of Marks and Spencer.
Mark and Spencer is a UK based retail organisation that is mainly responsible for offering clothing products, home products, and food products to the customers. Established in 1884, this retail organisation comprises more than 80,000 employees throughout the world and earns annual revenue of 10.2 billion pounds as recorded in 2019 (Marksandspencer, 2020). The two major external factors that are affecting the business operations of Marks and Spencer are the BREXIT as well as the outbreak of the pandemic COVID-19 along with the lockdown scenes with the same. 


[bookmark: _Toc66187972]Findings
Critical analysis of the workplace culture of Marks and Spencer using Cultural web model.
Organisational or workplace culture refers to the specific values, ethics, beliefs, and attitudes maintained by any business organisation in order to maintain a healthy as well as cordial workplace environment (Wilson et al., 2020). Organisational culture is extremely crucial for ensuring that the business organisation is able to operate effectively, hence, leading to high business productivity as well as business expansion in the global competitive market. This report will be focusing on the culture maintained by Marks and Spencer by implementing the “cultural web model”. Introduced in 1992, this model helps in identifying the various essential factors which in turn help in understanding the culture of any business organisation. According to Griffith and Dasgupta (2018), there are certain cases where organisational culture becomes prominent due to any kind of organisational changes like any sort of operational changes or strategic changes. This is an extremely vital factor associated with any business organisation as any kind of cultural issues may contribute to low morale, high employee turnover, absenteeism, low business performance, and many others. The "cultural web model" mainly consists of six essential elements that are interrelated with one another. With the help of the detailed analysis of each element, one can get a clear picture about the culture within any workplace (Mindtools, 2018). The implementation of this cultural model with respect to Marks and Spencer is shown below.
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Figure 1. Cultural web model
(Source - Mindtools, 2018)

Stories
This element refers to the past events that occurred both internally as well as externally. The major priority of the business organisation in choosing what and who to immortalise can be considered as the major factor of this element. Considering the past events of Marks and Spencer, the business organisation was the first one to introduce "avocado pears" that became an instant hit in 1968 (Marksandspencer, 2019). For more than 130 years, this reputed retail organisation has been able to offer wide ranges of products as well as services to the customers. These wide ranges of products and services include clothing, household products, as well as food products. Throughout the entire time, the retail organisation has prioritised the high quality of products and services as well as successful mitigation of customer demands which are still maintained, hence, leading to high business expansion in the global competitive market (Angouri, 2018). 
· "Rituals and routines"
This element refers to the actions and behaviour of the people working within the workplace. This element is responsible for identifying the outcomes in any given scenario. Marks and Spencer has always been recorded to maintain a healthy and cordial workplace environment within the organisation (Braithwaite et al., 2016). Moreover, all the employees are provided equal opportunities to the employees, irrespective of their gender, culture, skin colour, and many others, hence, maintaining effective cultural diversity within the workplace. Hence, the rituals and routines practiced within Marks and Spencer indicates the most suitable workplace culture.
· “Symbols”
This element refers to the visual representation of any business organisation that includes the logo of the brand, design of the offices, dress codes, and many others. Marks and Spencer has been changing its logo since the beginning of the business in the UK market (Miller and Cockrell, 2015). In present times, the retail organisation uses the initial of the business name “M&S” as its latest logo. The offices of Marks and Spencer are built using modern architectures using modern designed furniture. Various modern and innovative technologies are being used within the workplace, that in turn help in assisting the employees to work effectively as well as efficiently. Specific dress code is implemented within the workplace, hence, ensuring effective discipline in the culture. It also helps in maintaining the proper corporate etiquette.


· Organisational structure
Organisational structure refers to the framework that helps in maintaining the direction of the workflow within the workplace (Maduenyi et al., 2015). There are various types of organisational structure that are being followed by various business organisations. According to Nene and Pillay (2019), Marks and Spencer is said to follow hierarchical structure within the workplace. This organisational structure helps the retail organisation in ensuring the unidirectional flow of the work from the higher authorities to the lower-level employees. The higher authorities mainly indicate the CEO, top management, chairman of the business organisation whereas the low-level employees refer to the staff. The higher authorities are responsible for taking decisions as well as assigning job responsibilities to the low-level employees, who in turn carry out the assigned job responsibilities (Braithwaite et al., 2017). 
· Control systems
Control systems refer to the tactics or processes for controlling the business operations of any business organisation. Marks and Spencer has more than 1000 stores in the UK market along with more than 400 additional stores in the various international markets (Marksandspencer, 2019). Effective corporate governance can be considered to be a major factor that acts as a control system for monitoring as well as controlling the overall business operations of Marks and Spencer. This effective corporate governance has contributed to the effective collaboration as well as leadership, hence, leading the Board members to support as well as compliment the executive employees as well as other staff. Numerous interrogation of plans as well as actions are being done by the high authorities of Marks and Spencer by involving the executive employees, thereby, ensuring effective control over the business operations.
· Power structures
Power structures refers to the individuals within the business organisations who are responsible for having a major influence on the various business decisions, strategy implementations, as well as business operations (Elsmore, 2017). The CEO and chairperson can be considered as the major power structures of Marks and Spencer. They are responsible for approving the implementation of any kind of strategies and tactics within the workplace. In addition, apart from them, the customers can be considered as a major power structure. The change in customer demands influence the overall business strategies, tactics, planning’s, as well as business decisions in a strong manner. 
Positive cultural elements that have a strong impact on the business success 
As mentioned above, Marks and Spencer tend to maintain a healthy and cordial culture within the workplace. There are various positive cultural elements that have contributed to the successful business expansion of the retail organisation. The report will be focusing on the impact of positive cultural elements that are responsible for the enhanced business success of Marks and Spencer, especially during the present pandemic outbreak, COVID-19. This infectious disease was first recorded in the November end of 2019 from Wuhan city, China, however, it has spread globally, hence, is considered to be a global threat at present. However, the retail organisation has maintained its workplace culture effectively to ensure that all the business objectives are accomplished successfully. According to Kim and McLean (2014), the retail organisation has been providing the employees with effective guidance as well as support virtually through the various digital platforms. 
Due to the lockdown scenes associated with the outbreak of the pandemic, the physical business activities have been restricted. Hence, in spite of the “work from home” facilities, the managers of Marks and Spencer ensure that consistent assistance is provided to the employees. The mentoring hub of Marks and Spencer plays an effective role in building connections between the employees as well as developing them both personally and professionally. Effective communication within the workplace is ensured between the employees, thereby, ensuring the successful exchange of information, knowledge, as well as experience among the employees. Marks and Spencer has been said to have collaborated with Guider, to use a digital overhaul. This new digital overhaul helped the retail organisation in providing effective support to the employees, hence, leading to high business productivity as well as performance. Marks and Spencer has been able to ensure the compatibility among the mentors through the use of "artificial intelligence" (AI) (Marksandspencer, 2020). These mentors contribute to the process of developing the employees, providing them huge opportunities to grow and learn, hence, leading to high business growth in the global market in this pandemic. The retail organisation has also introduced a new digital program, also known as "virtual mentoring" (Marksandspencer, 2020). With the help of this digital program, the retail organisation can maintain an effective virtual workplace culture, hence, leading to the execution of various business operations as well as accomplishing the different business objectives in a successful manner. This in turn also has a positive impact on the employees, as they are able to get wide opportunities to develop themselves professionally as well as personally.
Ethical stance of Marks and Spencer
Marks and Spencer being one of the reputed retail organisations in the global market also ensures that all the business operations are conducted ethically. According to Marksandspencer (2020), Marks and Spencer is being certified by "SEDEX members Ethical Trade Audit" who are responsible for taking care of the basic human rights in the overall business activities. Marks and Spencer have also taken necessary steps to contribute to effective sustainability. Plan A is a “sustainability transformational program” for reflecting the evolution of the various business activities associated with Marks and Spencer. As per reports, the retail organisation introduced Plan A which helps in ensuring the development of a sustainable future for the surrounding people (Marksandspencer, 2020). Plan A also assists the customers in contributing to have a positive impact on the wellbeing of the communities, places, as well as the whole planet. Marks and Spencer is also said to maintain "interactive supply chain management" (Marksandspencer, 2020). 
The business organisation has also focused on eliminating the release of various hazardous elements released during the manufacturing of goods and services by the end of 2022 (Marksandspencer, 2020). The reduction of the water usage is also aimed, thereby, contributing to the sustainability of the planet. Marks and Spencer will also be able to eliminate 1000 tons of plastic usage by the end of 2023 (Marksandspencer, 2020). Moreover, the products and services offered are made from organic, cruelty free, and recycled raw materials as well as resources.  
The retail organisation also maintains a strong relationship with its suppliers, hence, ensuring the successful supply chain management. The retail organisation is also said to provide equal opportunities to the employees, thereby, maintaining equality within the workplace (Szydło and Grześ-Bukłaho, 2020). The employees are also provided with various career development opportunities, hence, leading to the professional development of the employees as well as high employee motivation. However, there are certain cases where Marks and Spencer has been reported to execute various unethical practices. According to a report, the workers in the manufacturing factories of Marks and Spencer are treated badly. An interview was conducted with 240 workers of the retail industry from which it was stated that pregnant women are physically ill treated (Theguardian, 2015). The other workers are also not allowed to go for toilet break or meal break. The workers were even punished for taking sick leaves, hence, can be considered as the major ethical issues within the workplace. Job security is also considered to be a major ethical issue that is being practiced within Marks and Spencer. According to a report, lack of proper job security led many pregnant women to abort their babies in order to retain their jobs and perform effectively (Theguardian, 2015). 
Environmental analysis
Environmental analysis can be considered as a strategic tool which involves a set of processes that are mainly responsible for identifying the internal as well as external elements. These elements are vital for influencing the overall business operations of any organisations. Environmental analysis is also responsible for identifying the potential threats as well as opportunities associated with the business organisation. The factors associated with the environmental analysis play effective roles in influencing the overall culture within any business organisation. The external environmental factors like political, social, legal, and others of the operating market are critical for influencing the behaviour and culture of the employees, thereby impacting the overall organisational culture within the workplace. As a result, the overall business operations of organisations like Marks and Spencer get influenced as well. This report will be conducting both PESTEL and SWOT analysis for performing both external as well as internal analysis of Marks and Spencer. thereby identifying their respective impact on the business culture. 

PESTEL analysis
PESTEL analysis is referred to as a process of external analysis that consists of six major factors namely political, legal, economic, environmental, social, and technological. The PESTEL analysis of Marks and Spencer is given below.
	Factors
	Points
	Explanations

	Political
	· BREXIT
	· The current BREXIT issues associated with the UK and the EU are causing various issues associated with the business operations of the UK retail industry (O'Rourke, 2019). Therefore, Marks and Spencer will be facing various operational challenges while operating in the various EU countries. Moreover, this BREXIT has restricted the recruitment of candidates from the EU countries, thereby, reducing the cultural diversity of the workplace of Marks and Spencer.


	Economic
	· “Inflation rate of the UK”
· “GDP of the UK”
	· The UK is recorded to have an inflation rate of 1.79% (ONS, 2019). This lower inflation rate helps the retail industry to operate at lowest costs in the UK market. As a result, Marks and Spencer will be able to operate at lowest possible costs in the UK market, thereby, leading to enhanced profitability.
· The current GDP of the UK is 502,253 million as recorded in 2020 (ONS, 2020). This high GDP helps the retail industry of the UK to operate effectively in the profitable UK market. Hence, Marks and Spencer will be able to gain high profit margins while operating in the UK market.

	Social
	· “Population of the UK”
	· The UK holds a population of more than 66 million as recorded in 2019 (ONS, 2019). This high population offers wide business growth opportunities to the retail industry of the UK. As a result, Marks and Spencer will be able to get high opportunities regarding the business growth as well as high business performance in the UK market.

	Technological
	· Increasing demand for online shopping
· Cyber crimes
	· Due to the increased technological development, the retail industry uses various modern as well as innovative technologies for operating in the UK market. As per reports, the demand for online shopping has increased by 35% as recorded in 2018 (Lee et al., 2018). Hence, Marks and Spencer will be able to ensure high business growth with the help of digital platforms.
· With the gradual technological development, the rise of cybercrimes has increased to a great extent. According to a report, the rate of cybercrimes has increased by 20% as recorded in 2020 (Buil-Gil et al., 2020). The various cybercrimes include hacking, malware, viruses, and many others. Hence, this can be considered as a major threat associated with the business operations of Marks and Spencer in the UK market.

	Environmental
	· COVID-19 outbreak
· Environmental laws
	· The present outbreak of the pandemic COVID-19 has restricted the overall business operations of the UK retail industry (Surico et al., 2020). The lockdown phase introduced by the government of the UK has disrupted all the physical business activities of the retail industry in the UK market. Hence, Marks and Spencer are facing huge challenges associated with the offline business operations. Moreover, the pandemic outbreak has also led to the virtual business operations through digital platforms. Hence, this virtual business activity may have a negative impact on the overall workplace culture of Marks and Spencer.

· The government of the UK has introduced various environmental laws like “Control of Pollution Act”, “Environmental Protection act 1978”, and many others in order to ensure that the retail industry executes various sustainable practices in the UK market (Legislation, 2019). Hence, Marks and Spencer will be able to perform various sustainable practices, hence, leading to high business performance as well as high brand value.

	Legal
	· Governmental laws
	· The government of the UK has introduced various legislation like “Equality Act 2010”, “Human Rights Law”, and many others (Legislation, 2019). These laws help the retail industry of the UK in operating ethically, hence, leading to high business growth. As a result, Marks and Spencer will be able to operate legally and ethically, hence, contributing to high business growth opportunities in the UK market.


“Table 1. PESTEL analysis of Marks and Spencer”
(Source - Created by learner)
SWOT analysis
SWOT analysis is referred to as a framework that helps in conducting the internal analysis of any business organisation. The four major factors involved in this analysis include strengths, opportunities, threats, and weaknesses. The internal analysis of Marks and Spencer is conducted below.
	Strengths

· Marks and Spencer have high brand value in the global market.
· Marks and Spencer have more than 80,000 skilled and experienced employees
· Marks and Spencer have more than 1000 stores across the UK and more than 450 stores across the world
· Marks and Spencer is said to occupy more than 35% of the total market shares in the UK market
	Weaknesses

· High competition in the UK retail industry can be considered as the major weakness for Marks and Spencer

	Opportunities

· Wide business expansion in the emerging markets like Russia, China, Brazil, and many others will help Marks and Spencer to expand its business operations in the global market
	Threats

· The availability of similar types of products and services in the UK market may lead to high imitation rate


“Table 2. SWOT analysis of Marks and Spencer”
(Source - Created by learner)

IMPACT OF CULTURAL CHANGE IN ORGANISATION 
Considering the external analysis done through PESTEL analysis, the BREXIT issue has restricted the recruitment of candidates from the EU countries, thereby, reducing the cultural diversity of the workplace of Marks and Spencer (O'Rourke, 2019). The current pandemic outbreak has also led to the virtual business operations through digital platforms. Hence, this virtual business activity may have a negative impact on the overall workplace culture of Marks and Spencer. The various environmental laws influence the business organisation to ensure sustainable business practices within the workplace. This in turn helps in maintaining a positive work culture, hence, having a positive impact on the overall business. The various governmental laws mentioned help Marks and Spencer in operating ethically as well as maintaining equality within the workplace, thereby having a positive impact on the overall work culture (Legislation, 2019). The high population of the UK includes people belonging from different cultures, that in turn influences the overall work culture of the business organisation. The inflation rate and GDP of the UK also helps in ensuring that Marks and Spencer gain high profitability, thereby, investing more on various business operations. As a result, the work culture tends to improve, thereby, enhancing the overall efficiency of the various business operations. The rise in online shopping has helped Marks and Spencer in mitigating the various customer demands, thereby, engaging employees from different cultures and maintaining standard cultural diversity within the workplace. 
Considering the internal analysis done through SWOT analysis, the high brand value and business growth of Marks and Spencer help in operating in different markets, thereby, having a strong positive impact on the overall work culture. The high business expansion opportunities in the new emergence market will also help in maintaining improved cultural diversity within the business organisation. However, the high competition in the market due to the presence of different rivals may have a strong negative impact on the culture of Marks and Spencer.

Required skills, knowledge, and behaviour, values of employees to perform effectively in Marks and Spencer.
Marks and Spencer, being one of the reputed brands in the global market, involves various critical business operations in order to ensure that the different business objectives are accomplished successfully. The various skills, knowledge, and behaviour required for an employee to operate effectively in the business organisations are discussed below.
· Communication skills.
Communication skills refers to the ability of exchanging messages as well as information between individuals. Effective communication skills are essential for ensuring that the interaction between individuals is done accurately, hence, eliminating the chances of any sort of communication gap (Sallati et al., 2019). Marks and Spencer consist of various departments involving complicated business activities, hence, maintaining effective communication is a major factor for operating effectively and successfully. Therefore, an employee should have strong communication skills to perform efficiently within the workplace with respect to the values followed by Marks and Spencer.
· Team working skills.
Team working skills refer to the ability to work with others in a team. This skill is extremely important for professional development of an individual. In reputed large business organisations like Mars and Spencer, working in a team is an essential factor. Various projects and business activities are being executed within a team. Hence, an employee has to have strong team working skills to perform well within the business organisation. 
· Time management skills.
Time management skills refer to the ability of managing time as well as completing any assigned task within a specified time span. Time management skills help an individual to develop professionally, thereby, improving his or her performance as well as productivity within the business organisation. Strong time management skills will help the employees of Marks and Spencer to perform every task within a given time period, thereby, leading to high employee performance within the workplace (Sallati et al., 2019).
· Technical knowledge.
The employees of Marks and Spencer should have basic technical knowledge for performing effectively within the business organisation. The retail organisation uses various modern technologies like Artificial Intelligence (AI), Automation, and many others to operate effectively in the global competitive market. Hence, the employees need to have basic technical knowledge, thereby, ensuring that all the business activities are performed accurately and leading to high business productivity.
· Behaviour
Behaviour plays an effective role in maintaining the values and beliefs of any business organisation. As mentioned earlier, Marks and Spencer tend to maintain a cordial and healthy work environment for motivating its employees, hence, leading to high business performance as well as productivity in the competitive market (Babnik et al., 2014). Hence, the employees need to be empathetic, supportive, and should have mutual respect for one another in order to perform effectively within the business organisation with respect to the values followed within the workplace.
IMPACT OF VALUES IN M&S CULTURE DURING THE PANDEMIC OF COVID-19. 
[bookmark: _Toc66187973]Values
The values followed within any business organisation are essential for identifying the behaviour of an individual. “Barrett model” will be used in this report which helps in providing a detailed understanding about the values of employees, leaders, as well as the stakeholders of any business organisation. 
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Figure 2. Barrett model
[bookmark: _heading=h.aw4l1iiohnsd](Source - Tan et al., 2019)
This model mainly consists of seven major factors that not only help in enhancing the overall values but also help in motivating the employees, thereby, leading to high business outcomes. With the implementation of this model, Marks and Spencer will be able to identify the major motivators for enhancing the high employee performance (Tan et al., 2019). These seven factors will also help the business organisation in maintaining effective values of the employees, leaders, as well as stakeholders to put more effort in ensuring the successful completion of the various business objectives. Hence, these values will have a strong positive impact on the overall work culture of Marks and Spencer.
[bookmark: _heading=h.qjl7hfybn5bz][bookmark: _Toc66187974]Conclusion
In conclusion, it can be said that workplace culture is a major factor which has a strong impact on the overall business operations as well as performance of any business organisation. This report has discussed the organisational culture followed within Marks and Spencer by the implementation of “Cultural Web Model”. The positive cultural elements affecting the overall business growth of Marks and Spencer have been identified and discussed. The ethical considerations followed by the retail organisation have also been evaluated. The major environmental factors, both external as well as internal, have been evaluated by conducting the PESTEL and SWOT analysis. The report has further discussed the required skills, knowledge, and behaviour of an employee to perform well within the workplace. 
[bookmark: _Toc66187975]Recommendations
Analysing the overall business scenario of Marks and Spencer, the business organisation should follow a more effective organisational structure like flat organisational structure. The flat organisational structure will help Marks and Spencer to provide adequate autonomy to the employees, hence, leading to high employee motivation (Ramanadham, 2019). As a result, the overall business productivity as well as performance will improve in an effective manner. Moreover, it will be more efficient to maintain effective communication among the different departments, thereby, leading to high business growth in the global competitive market. In addition, based on the Barrett model, the values like contribution, relationship, alignment, and viability should be implemented within the business operations of Marks and Spencer (Tan et al., 2019). This in turn will help in motivating the employees, hence, having a strong positive impact in maintaining a healthy work culture.
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