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1. [bookmark: _Toc68828863]Executive summary 
This report will be highlighting the external factors that impact Marks and Spencer’s as one of the UK’s largest retailers as well as the impact that covid-19 had on the organisation. The reason why I have chosen Marks and Spencer’s is because of its well-known status in the UK retail industry and the global diversity across the organisation. The company is also known for being one of the most ethical and sustainable companies in the UK as they had good relationships with suppliers and have created a loyal customer base through focusing on supplying ethical goods in the UK fashion and food market. 
This report initially looks at how external factors have impacted several decisions within the organisation and how the organisation will need to implement change to abide by certain laws such as Brexit. It also identifies key areas in which the recent Covid-19 pandemic has affected M&S as an organisation and the retail industry as a whole. The report identifies how Marks and Spencer’s adapts and implements change as an organisation that has been well-established since the 1800’s. It is an interesting organisation to investigate as there are several factors that impact this organisation from an external point of view as well as corporate level and retail level. The report highlights how strategic management is key for making impactful decisions for M&S to drive change and become a successful key player in the market and sustain competitive advantage over its suppliers. Lastly, the report evaluates the organisations culture and mission to be a leading retail store that is ethical and sustainable via online and in store. The report provides recommendations on how M&S can implement changes in most of its divisions including processes, people and culture, technology and tools and information. 
2. [bookmark: _Toc68828864]Introduction
In this report I will be analysing the external environment using the PESTLE model to understand the factors that impact Marks and Spencer’s as a company. I will also be outlining the effects of Covid-19 and assessing management using emotional intelligence. The report will be highlighting how strategic management develops a model for change and how management leadership styles have an impact on the organisations growth and ability to adapt to its environment using Lewins leadership theory. I will then be using Kotter’s 8-step model for change for M&S to use as a new change theory to implement for the organisation. Lastly, I will be looking to analyse the current organisational culture, vision and mission to outline the opportunities that M&S can do to increase its competitive advantage. I will also be looking at how change can affect the future of the organisation by looking at several divisions within the organisation. 
3. [bookmark: _Toc68828865]Company overview
In 1884 in the city of Leeds a Russian-polish refugee in the name of Micheal Marks set up a little stall in Kirksgate market which was called Penny Bazaar selling items at penny prices. With his clever skills he categorised all his items by pricing and soon his business was thriving specially the items he had on sale for a penny in those days (S4RB, 2018).  His business motto was “don’t ask the price, it’s a penny”. As his business expanded he needed someone to help with the growth and the management of the enterprise so he appointed a partner in the name of Tom Spencer who happened to be a senior cashier. In 1894 they both named the business Marks and spencer as we know it today. The venture became very popular on the 1900s opening 36 bazaars and 12 stores in total allowing customers to browse without the pressure to buy which is a common thing today but for them days it was forward thinking in business strategies (Marks and Spencer - Company Profile, 2021). Due to extreme turnover and growth of the business they bought their first warehouse and registered its official business address at Derby street, Manchester. By 1915 the new warehouse and innovation and new strategic business ideas such as displaying their items on trays rather than having them behind a counter gave customers the freedom to view items freely which attracted more consumers. Their knowledge in business gave them the capability to open 145 stores in total. Their most famous item was the underwear collection which was introduced in the 1920s and is still the ladies go to shop for bras in many households even today. By the 1930s they introduced the food section with a larger selection in clothing lines and gradually built up into a department store.
During the second world war most of their trade had to be imported from other countries due to the shortfall in supply and food had to be rationed. Due to the war, they had had a lot of damage occurring to their businesses and 16 stores were totally destroyed so they had to re construct some of their clothing lines and use different materials and threads and create designs that would be a means of comeback after the war in a sense of resisting to the rationing period and to say that they have come out stronger in the business world. Over the years they introduced new products and procedures which people where welcoming as it suited their modern changing lifestyles such as chilling the chicken after slaughter instead of freezing it so that people can buy fresh supplies and most people couldn’t afford freezers at the time so for Marks and Spencer’s that strategy proved to be a unique technique. They started to introduce frozen foods alongside microwaveable food items which made peoples busy lives a lot easier to manage and where also the first retailers to introduce the sell by date to all their products which created more assurance for their customers which boosted sales.  

4. [bookmark: _Toc68828866]Analysis of external factors and the impact of covid-19 on the organisation 
4.1. [bookmark: _Toc68828867]Analysing the external environment using PESTLE 
There are several external factors that affect Marks and Spencer’s as an organisation. The PESTLE tool will be used to analyse the effect of its external environment and how it impacts the organisations future and growth. As a large UK retailer, Marks and Spencer’s previously had the advantage of free trade which allowed the company to successfully operate and freely trade outside of the United Kingdom (Bush, 2019). This is a political factor which currently affects the way in which the organisation can continue trading with its overseas suppliers as the UK leaving the EU has had a large impact on companies like Marks and Spencer’s. 
Brexit has been a political factor that has caused disruption and caused businesses many challenges to adapt to these new change policies. In January 2021, Brexit has been in place and many businesses such as Marks and Spencer’s are currently reviewing their processes to adapt to the new policies like the new Trade and Cooperation agreement with the EU which replaces the free trade agreement. This impacts the relationship that Marks and Spencer’s have with their current suppliers which causes higher costs for their suppliers, therefore causing an increase in pricing for its consumers. This also impacts several internal procedures as well as there are ‘changes to VAT accounting and a requirement for customs declarations.’ (How will Brexit affect businesses?, Sage Advice United Kingdom, 2021)
An economic factor that affects Marks and Spencer’s is the shift in consumer mindset as “in previous years, consumers were willing to purchase merchandise from major fashion labels for the brand name and guaranteed quality. However, today’s consumers desire the same latest fashions, but are not willing to pay the major price tag” (The Rise of Fast Fashion | Edology, 2021). Competition in the retail sector has always been a major factor which causes prices to increase or decrease. This is due to new retailers entering the market such as budget stores which sway consumers in their direction with a lower and more affordable price tag by offering similar items that premium brands such as Marks and Spencer’s specialise in.
“A stronger economy means consumers can buy what they want, instead of buying what they need” (Frue, 2018). This implies how consumers have started to spend more and disposable fashion is the go-to for many consumers as they are enticed by price tags and trends that creates a social buzz as fashion retail stores creates a demand by using ‘Here today, gone tomorrow’ approach to entice consumers to purchase items that are on trend and will go out of stock. Marks and Spencer’s (M&S) has been a well-known British brand since the 1800’s and has been the go to retail store for many households previously, this is a social factor that affects M&S as new trends start to evolve and change the retail outlook as the common consumers mindset has also changed to more ‘on-trend’ fashion. 
However, Marks and Spencer’s have become one of the top 3 most popular supermarket chains in the UK as of October 2020 as 75% preferred to shop at M&S although it is a minor competitor in the UK supermarket chains, as M&S food had become available to order from September 2020 online via the online grocery store, Ocado (UK: most popular supermarket chains 2020 | Statista, 2021). This shows the social impact that online retail had for M&S implying that consumers preferred to shop from M&S online due to ease and comfort especially as M&S decided to make this impactful change during the covid-19 pandemic and allow consumers to order their food from the comfort of their own homes. 
There are several technological factors that have impacted Marks and Spencer’s externally such as online shopping. As the brand had recently taken the decision to create a change and implement online grocery shopping using a third-party supplier, the company has been able to continue to be a significant player in the UK supermarket chains (UK: most popular supermarket chains 2020 | Statista, 2021).
Self-checkout is another technological advancement which has allowed supermarkets to become more efficient and allow consumers to experience a seamless customer journey as well as save money as they would have traditionally had to spend on overheads such as cashiers. Implementing self-checkout in most M&S supermarkets has allowed the company to stay on top of technology trends and advancements and keep a fair market share in the industry (Bush, 2019).
One of the legal factors that have impacted M&S is the new legal regulations on storing consumer data. ‘The European-union wide General Data Protection Regulation allows consumers to be empowered as they have rights to their personal data’ (One year Later: GDPR’s Impact on the Retail Sector, 2019). GDPR has been impacted the retail industry as new methods of capturing consumer data had to be thought about by organisations such as asking for permissions to store cookies whenever a customer visited their website, email marketing and video surveillance. This legal factor had caused a lot of fuss as it had meant that organisations had to think of a contingency plan to continue to seek permission for the data that they require to hold. As Marks and Spencer’s is a large organisation with several sectors under this group such as retail and banking, GDPR had to be implemented across every single sector. This had meant that the firm had to undergo a lengthy process of data sanitation to implement the regulations.
Lastly, the environmental factors that impacts M&S is Fair trade. This initiative had given M&S better corporate social responsibility and increased its likeability in the retail industry as it was “the first retailer to convert all its tea and coffee to fair trade in 2006 and is the most visible ethical label in the UK and is trusted by 84% of its customers” (25 years of Fairtrade: Celebrating our partnership with M&S, 2021). This shows fair trade has been one of the most vital factors for M&S consumers as it has built a longstanding reputation, however this has been impacted largely by Brexit, which has caused price increases on several products thus driving their fair-trade sales low. 
4.2. [bookmark: _Toc68828868]Analysing the impact of Covid-19 Pandemic on Marks & Spencer’s
The recent outbreak of Covid-19, also known as coronavirus, had caused the entire world to come at a standstill and forced businesses to quickly and drastically implement new change management to manage their businesses in a way which has less or zero human contact. The Covid-19 pandemic affected Marks & Spencer’s as a group as its clothing divisions were forced to close following government guidelines leading to a drastic decline in retail sales. 
4.2.1. Revenue loss 
As Marks and Spencer’s is a clothing retailer, it had “faced its first ever loss as clothing sales collapsed during the first coronavirus lockdown” in the UK. The retailer faced an impactful loss of £107m in comparison to the previous year’s turnover of £1.55bn. This outlines the huge impact that the covid-19 pandemic had on Marks and Spencer’s as a business as it drove sales creating revenue losses. Although M&S is majorly a clothing retailer, it had the advantage of “keeping its stores open due to the M&S food hall classifying as an ‘essential retailer’” under government guidelines. Although most M&S stores were open, its retail sections on the upper floors had to remain closed. After the first lockdown, trading had begun however there was uncertainty created as the Chief executive at M&S, Rowe said “the new measures in England created significant uncertainty and made it impossible to forecast.” This shows the impact that Covid-19 had on M&S as its financial reporting had become difficult to complete due to the levels of uncertainty this pandemic had created. During the first lockdown M&S clothing sales had dropped 60% but it had slowly started to pick up during the second lockdown as management had learnt how to quickly respond to the uncertainty from the covid-19 pandemic and put in place a change management plan to follow if this level of uncertainty continues to re-occur as Rowe said “we had traded through this before and delivered for our customers… we can do it again” (Marks & Spencer falls to first loss as Covid crisis hits clothing sales, 2020).
4.2.2. Employee Relations 
Job cuts
Covid-19 had impacted the retail industry the hardest as an “announcement of 30,000 job cuts made by several retailers had meant that the sector was the highest impacted in the economy” (Coronavirus: Marks & Spencer to cut 7,000 jobs after 'material shift' in trading, 2020). M&S management had to make tough decisions in response to covid-19 as it had to put most of its employees on furlough and the “one off cost of a major reorganisation in August had resulted in 7,000 job cuts” (Marks & Spencer falls to first loss as Covid crisis hits clothing sales, 2020). This decision of job cuts was a necessary as M&S said its “‘streamlining programme’ was necessary in order to reduce costs, allowing it to emerge from the coronavirus pandemic”. The company had also hoped that most of these job cuts were to come from “voluntary redundancies and early retirements” (Marks & Spencer to cut 7,000 jobs over three months, 2020).
The government’s decision to close non-essential retail stores had lead M&S to make such decisions to cut jobs as consumers were forced to stay at home and by the end of the lockdown, consumer buying behaviours will have changed therefore as an organisation M&S had to make a business decision to keep the business afloat by reducing the overhead costs that it no longer required. M&S chief executive, Rowe said the chain had to “learn from the crisis, accelerate our transformation and deliver a stronger, more agile business in a world in which some customer habits were changed for ever” (Marks & Spencer to cut 7,000 jobs over three months, 2020).
Although the job cuts were a significant blow to M&S staff, the company had the intention to create new job opportunities for its online operations’ as it had started to use Ocado online grocery services to deliver to its customers. This new opportunity for M&S had increased its food sales by 2.5% as the company said, “demand had steadily improved since the early days of lockdown” (Marks & Spencer to cut 7,000 jobs over three months, 2020).
Pay 
Due to the job cuts, many employees feared that they would be made redundant which caused uncertainty amongst the workforces. As a large organisation that had just reorganised itself, the organisation had to implement policies to ensure its workforce is well looked-after. M&S announced that they will be supporting staff throughout the pandemic due to the critical role that staff play, ‘staff will be receiving full pay even if they need to self-isolate’. This indicates that M&S as an organisation had understood the impact of working during the pandemic would have on staff and provided staff with security and support when it was required. The organisation had also set up a “colleagues fund which provides its employees with extra support for those employees that are facing difficulty with family or facing temporary hardships” (M&S: We are all in this together - Business in the Community, 2020), this shows that M&S had good understanding of emotional intelligence and they had taken the responsibility to ensure its employees wellbeing. 
Moreover, the organisation had supported its employees further by pledging to provide a 15% pay rise to its key workers during the pandemic. This initiative demonstrates the understanding that M&S has as an organisation to ensure its workforce is benefitting from working during this unprecedented time. Although M&S had to make several job cuts, it had given options to its employees such as voluntary furlough for staff that have vulnerable family members. M&S said that it would be ‘providing these employees with full pay.’ (Marks and Spencer giving staff 15% pay raise for working during Covid-19 lockdown, 2020). This demonstrates the support that M&S had provided its staff even though the guideline for furlough pay is only 80% of an employee’s normal pay. Although the company was undergoing financial losses, it had still made the decision to keep its employees at the forefront and ensure they were well looked-after. 
Another initiative that M&S has successfully implemented was a mental health and wellbeing partnership in 2020 called ‘The mental health at work commitment’. This partnership highlights its internal procedures in place to support its employees. The covid-19 pandemic has impacted employees largely due to people being forced to isolate, financial issues and several other issues which became amplified during this time. M&S have also provided its colleagues and their families with a 24/7 line to provide free mental health support via their portal. This implies that the organisation has processes in place that supports its workforce (Marks & Spencer’s, Mental Wellbeing, 2020).

4.3. [bookmark: _Toc68828869]Emotional intelligence and responding to change
Emotional intelligence is often under looked when change is implemented in organisations as the typical organisational change model focuses on problem-based models without considering the impact of emotions (Vakola, 2004). Emotional intelligence also “enables firms to have a dynamic environment as the emotional energy would represent an unexploited and ready resource” (Vakola, 2004). Emotional intelligence is required in the workplace to establish good working relationships especially between an employee and employer. The need to have an emotionally aware management is important as it creates an environment which allows employees to feel like they are heard, safe and cared about, this establishes good relationships thus leading to a better response to change and understanding. 
An “emotionally intelligent leader can effectively facilitate change and the emotions involved in the change” (Issah, 2018), as they would be able to empathise with the individual, understand their needs and provide an environment which has open communication to voice their opinions, thoughts and feelings as the change would be impactful on their work, output and progress. As M&S is a large retail chain, the organisation had to make several decisions about its workforce, its financial situation and the need to reorganise the company which resulted in 7,000 job cuts. This decision would have had high impact on its employees, therefore ensuring that an emotionally intelligent leader was communicating these changes was very important as many employees were awaiting news. Being emotionally aware is a requirement to facilitate and accept change. Leaders will have to communicate change to effectively move forward and create a positive workforce. By M&S management understanding the situation that the pandemic has put the company and its employees in, it has allowed the organisation to create a better relationship with its employees by providing support and incentives to continue working for the organisation. 
5. [bookmark: _Toc68828870]Developing a model for change in the organisation 
5.1. [bookmark: _Toc68828871]Strategic management in the organisation
Strategic management is the way in which a company manages its resources to successfully achieve its goals and objectives. ‘Strategy is designed to achieve competitive advantage. It is implemented to allow the company to achieve a better position in the market than its competitors by earning a higher profit margin but also sustaining the position over a significant period of time.’ (Sadler, 2004) This implies that every strategic decision that is made by management needs to be a well thought through as ‘strategic decisions are normally ones that are irreversible or at least can only be reversed at a considerable cost’ (Sadler, 2004). Strategic management allows companies to plan for growth, monitor the growth and then permeate the entire organisation top to bottom. 
Marks and Spencer’s were undergoing a decline in revenue for the organisation; however, a change was required in the organisation as in 2019, Archie Norman, Chairman of M&S said that ‘despite years in decline, a far reaching turnaround programme driven by a strong leadership team could revive one of the UK’s most special brands.” This suggests the importance of leadership and strategic management for M&S as the company was failing to adapt to a fast-changing environment. This is further supported by the statement that ‘the key to strategic management is to know the transformation is needed and to manage the process of transformation effectively.’ (Sadler, 2003) as Norman stated in his letter that the “change needed is not one dimensional… our failure to adapt, despite rapidly changing markets means M&S now stands on a burning platform”. This shows that higher level management were able to identify that changes were required in order to keep the organisation running. As strategic management is supposed to allow firms to gain competitive advantage, it is also about recognising what change is necessary to implement before the competitive advantage can be gained. M&S is far behind on trends although it is a household name, its competitors have adapted to changing customer preferences and the company is now ‘paying the price’ as Norman said. 
5.1.1. Analysing Marks and Spencer’s leadership style using Lewins leadership theory
In 2019 the overall leadership in the company was described as detached and defensive in the annual report. This outlined where M&S leadership had failed which led to the creation of a bureaucratic organisation instead of a fast pace and responsive organisation. Having a bureaucratic organisation is damaging to the overall performance and effectiveness of the organisation as it creates division within the organisation, weakens employee morale and drives demotivation in the workplace thus ‘misdirecting energy into conflict or competition with each other instead of mission achievement’ (Effects of bureaucracy on customers and employees, 2021). Lewin’s leadership theory explains how M&S leaders have adopted an autocratic leadership style. This is when leaders ‘provide clear expectations for what needs to be done, when it should be done and how it should be done’ (Lewin's Leadership Theory Explained - Leadership and Performance, 2019). This style of leadership can cause division within the organisation as authority comes from the top-level management and decisions are made without including the rest of the organisation. This is harmful for M&S as management had become ‘defensive and detached’ from the rest of the organisation causing decisions to be out-dated. This style of leadership had several impacts on the organisations ability to grow in a fast-changing environment as technology had evolved consumer habits and behaviour which left M&S behind due to management being out of touch with trends and the external environment. An autocratic leadership style can lead to disunified management teams as disagreements can cause conflict as this style of leadership can create ‘dysfunctional and hostile environments’. 
5.1.2. Developing a model for change using Kotter’s model
The Kotters 8-step model created by John Kotter in 1995 outlines how management can better organise itself to prepare for change and implement the change. This model is a transformational model which can be better used by M&S management as this can be implemented to bring the change that M&S requires to adapt to the environment and gain the competitive advantage it desires to achieve in the retail sector. 
The first factor of the Kotters model is to create a sense of urgency, this helps the organisation to prepare for the change that is to come and acts like an alert. The way in which manage need to adopt this is by being transparent with its staff and colleagues by having ‘open and honest conversations about what is happening in the marketplace and the competition’ (Kotter's 8-Step Change Model: Implementing Change Powerfully and Successfully, n.d.). The first step to creating this sense of urgency is by identifying the potential threats and create scenarios of what could happen in the future. This would allow M&S management to achieve a good understanding of several possible outcomes and determine which option is best and also understand the risks associated to each threat. A powerful coalition is necessary for the change to be accepted and implemented by people. A good leader should be able to direct and convince its workforce that this change will bring a positive impact. The first step to this is to identify a good leader that can direct that change and have the willingness to put the work in as emotional intelligence will be required and team building will be necessary to build a powerful coalition. The team should also consist of a range of different backgrounds and skillsets to allow it to be dynamic and keep ideas flowing. 
Furthermore, a clear vision for change is required to be communicated with the workforce. A clear strategy should be constructed by determining core values that are key to the change and a mission statement should be developed to summarise the outcome of the change. M&S management should understand that by providing a clear and concise vision to its employees, it would provide a more unified workforce and drive people to understand the mission that M&S is trying to achieve. By doing this, it allows M&S’s workforce to be ready and prepared and understand that the change is already happening and will take place therefore it gives employees the time to get ready to make the change. Moreover, the obstacles that affect the implementation of the change should be removed as they will hinder the progress of the change. This can effectively be done by evaluating anything that had an impact on that change for example: a division within M&S that is not accepting to the change. This could potentially slow the progress of the change as an organisation. The way M&S could mitigate this obstacle is by understanding the needs of the division and coming to an agreement. Also, by creating short term wins, M&S management can highly benefit from this as it drives up motivation to work and implement the change and then by analysing the change and the win, lessons can be learnt about what needs to be changed and what works for the firm. Lastly, for the change to be implemented across the organisation, it needs to be implemented as part of the organisations culture therefore M&S management need to constantly reiterate what the change means to the firm and how the firm has developed. This motivates staff and ensures that the deliverables are being met to achieve the vision. The Kotter’s model is a very useful model for the M&S management team to follow as this model outlines how changes in the organisation can be implemented by taking into account its assets and the requirements that need to be taken into account. 
5.2. [bookmark: _Toc68828872]Analysing strategic changes in the organisation 
Strategic change is necessary for organisations to implement to keep up to date in its sector. “Sustained performance of firms is based on the capabilities to manage the two conflicting objectives: the need for ongoing improvement in leveraging existing skills and competencies through constant exploitation and the need for new growth opportunities through constant exploration.” (Dutta, 2010) Dutta outlines how firms have two objectives to fulfil when it comes to strategic change in the workplace as a balance is required to manage expectations for both, especially when change is about to be implemented, firms need to be strategic about how they can leverage the change to benefit themselves. 
Interaction is a fundamental factor when looking at strategic management and organisational change as interactions made within the industry has an impact of the entire industry as a whole. Understanding that “one theory of strategy and organisational change from another is the manner in which interaction and interconnection are understood”. An example given by Ralph D. Stacey, 2007 ‘when one pharmaceutical company merges with another, it changes the competitive balance for all of the others, making it highly likely that many of them will look for merger partners.” This suggest that the industry is in fact interconnected based solely on one interaction that a firm can have. This is also supported by Porters 5 forces that competitive rivalry drives competition and forces firms to adapt and change. A strategic change that M&S had made in 2019 was the merger with the online grocery store Ocado which allowed M&S food hall favourites and ready meals to be bought online for the first time after Ocado’s partnership with Waitrose expired in September 2020. This strategic decision had allowed M&S to benefit from online sales especially as M&S did not have an online platform to provide food sales to online customers which put M&S behind its competitors such as Asda and Tesco which provided its consumers with a click and collect service and delivery service. This change had caused a ‘dramatic decline in shares by 12% in 2019 for M&S, however increasing the shares for Ocado by 3%’ (M&S agrees £750m food delivery deal with Ocado, 2019). Although this decrease in shares was caused in 2019, when the retailer had made the decision to go online in September 2020, the pandemic had meant that its customers were driven to use this platform even more as ‘M&S food sales rose by 2.5% and demands were steadily increasing’ (Marks & Spencer to cut 7,000 jobs over three months, 2020). 
Furthermore, Debenhams was one of M&S’s biggest competitors, however the closure of all of its stores and the purchase of the company by Boohoo group in January 2021 had meant that M&S’s market share had increased. This change in the industry leaves other retailers in a state of uncertainty as the climate has led to a decrease in sales due to Covid-19 pandemic as many retail stores are permanently closing and looking towards a digital approach by shifting operations online thus making job cuts. This is supported by the report conducted by Alvarez & Marsal that ‘more than four in 10 consumers across Europe indicated they had purchased something online for the first time which they had only previously bought in store.” (The shape of retail: Consumers and the new normal, n.d.). This indicates the forced shift in consumer buying behaviour as more and more customers move to an online approach of purchasing. Retailers will be forced to look at new methods of interacting with its customers to increase and capture sales. 
6. [bookmark: _Toc68828873]Evaluating the impact of organisational culture on change management
6.1. [bookmark: _Toc68828874]Organisational culture
Organisational culture is a shared set of beliefs that are supported by strategy and structure. An ‘organisations culture defines the proper way to behave within the organisation’. This culture is defined by the leaders of the organisation and then ‘communicated and reinforced through various methods to shape employee perceptions, behaviours and understanding’ (Understanding and Developing Organizational Culture, SHRM, 2018). Organisational culture is very specific and unique to an organisation as it translates what the company values and how business is conducted.
Marks and spencer’s organisational culture was customer driven as it focused on the customers’ needs by ‘improving customer service, market research, training and employing the right people’. The organisations culture was lost as the report in 2018 said that ‘behind most underperforming businesses there sits organisational failure and culture that has proved resistant to change’ (Marks and Spencers Plc, Strategic report, 2019), this suggests that M&S’s organisational culture was lacking the unity it required for change to be implemented which led to the business underperforming. As a large corporation M&S have understood the detrimental effects of having a corporate management team as the change that the company wishes to implement to change its organisational culture is to create family like value as the report states the firm wishes to go from ‘heavyweight corporate structure to a family of businesses, each with its shared values led by its own integrated management.’ (Understanding and Developing Organizational Culture, SHRM, 2018).  This shows the way M&S management desire to drive change within the organisation by driving change in the organisations culture.  
6.2. [bookmark: _Toc68828875]How will change be managed in the future
‘Change management is the discipline that guides how we equip, guide and support individuals to successfully adopt the change in order to drive organisational success.’ (What is Change Management?, Prosci.com). This is the process in which organisations take to address the change that has taken place. This is supported by models such as the Kotter’s 8-step model as it addresses how change is implemented and how that change can be maintained. 
· Processes
By implementing change into M&S’ processes, it creates the room for new training to be provided as new processes require the people to understand how this process works and it requires time to adjust to this new change. For example: the new Brexit laws means that VAT and accounting will be done differently for M&S, therefore this change in process needs to be addressed to relevant individuals within the organisation and higher-level management. The change is also an on-going change; therefore, the right people and training needs to be provided. 
· People and culture
Change largely impacts people as the organisations culture is one of the most fundamental driving factors as to why an individual would be motivated to stay at the firm. The organisations restructure affects the employees as some employees that had loyalty to the brand, also had a good relationship with the old management, therefore the new leaders will need to have emotional intelligence and understand what their employees are feeling. 
· Technology & Tools
In a world that is rapidly changing due to the technological evolutions, M&S has found itself behind its competitor due to not being up to date with technology. This is a fundamental factor for M&S as the firm need to realise that M&S can only be a dynamic and responsive brand if technology is correctly implemented.  
· Information
The information that M&S stores about its consumers and employees are sensitive data which now the GDPR law protects all data which belongs to employees and consumers. A change in the organisation could mean that previous data undergoes data sanitising and only important and relevant data remains in the firm as information is expensive to store. 
7. [bookmark: _Toc68828876]Conclusion
To conclude, M&S have been majorly impacted by external and internal factors which had caused the company’s success rate to decline and decrease its revenue. M&S is seen as a household brand which is majorly represent on the high street, however the brand has little online presence therefore the merger with the online grocery brand, Ocado has benefitted the brand to increase its sales and create a larger online presence in the space of its competitors. The brand has identified the notions of change that are required for the organisation to move forwards as a dynamic and responsive company that has competitive advantage. The recent organisational restructure had led to changes within employees, and staff which required higher level management to obtain emotional intelligence in order to allow these changes to be implemented with little to no obstacles impacting the change from taking place. 
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