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INTRODUCTION

Community engagement is a way of developing a working relationship between a company and its customers & community groups. Good community engagement will mean that the company can understand and act on the needs or issues of community experiences, helping to achieve positive change for customers & community and itself. 

This study is based on Marks and Spencer.

Marks and Spencer Group plc, commonly abbreviated as M&S, is a major British multinational retailer with headquarters in Westminster, London that specialises in selling high quality clothing, home products and food products (Money Observer. 4 December 2019).

The report will include size, structure, mission and goals with respect to Marks & Spencer and will also identify the customers and their expectation in relation to the organisation. The report will include SWOT and PESTLE analysis and role of employees in supporting business goals. The report will further include role of commercial manager and different skills that they require carrying out their role. Report will also include different training and development programs that are required by employees at Marks & Spencer. 

Sector in which Marks & Spencer operates
M&S operates in the retail industry, particularly food products sectors including its own Food Hall outlets, also clothing where it specialises in lingerie & underwear, and home products.

M&S is a public limited company listed on the London Stock Exchange and is a constituent of the FTSE 250 Index (Money Observer. 4 December 2019).
Size
As of March 2020, M&S has over 80,000 employees. It has 1035 UK stores and a further 428 abroad. Its group revenue is valued at £10.4billion. This can be broken down into £3.5bn clothing and home, £5.9bn food revenue and a further £1bn international revenue (Marks and Spencer, 2020).

The operating income is £601million (Marks and Spencer, 2019). 

Structure
M&S has a flat organizational structure; this type of organizational structure has limited levels of management between administrative level and front-line employees. This structure is followed in organizations to encourage employees in more decision making processes. (Strinfellow 2010)
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Goals, mission and values 
Marks and Spencer has a Plan A that was introduced in 2007. This is now Plan A 2025. Its statement reads, “Plan A is our way to help build a sustainable future by being a business that enables our customers to have a positive impact on wellbeing, communities and the planet through all that we do.” (Marks and Spencer corporate, 2020)
Its Goals are to reduce emissions by 80% and turn the company into a zero-waste business. (Mace, M., 1 June 2017)

The mission of Plan A 2025 is to make inspirational quality accessible to others.

Marks and Spencer values are quality, service, invention and trust.

Identity of customers and what they expect from the organisation in terms of goods and services
Traditionally Marks & Spencer customers are more affluent than average, typically regarded as the British middle class. About three quarters of its consumers are over 45 years old, people who traditionally have more disposable income. (Retailer Profile - Marks and Spencer, 2007). Today though, whilst the over fifty woman was the core target market for M&S, it has acknowledged that 42% of M&S customers are men and 22% are under 35.
Chief executive Steve Rowe has talked about the brand's new focus - cutting back on fashion-focused clothing in favour of plans to "re-establish our style authority", with an emphasis on quality essentials (Atkinson, E., 2017).
Mark and Spencer customers will change their needs and wants over time. Marks and Spencer are aware this issue occurs and target their customers by age, gender, income, social class, and the others. But overall, the underlying trend that customers return to Marks and Spencer for are quality, customer service and price position (Ben Davis, 2016). M&S consumers want trusted goods more than high fashion. They are looking for quality on trend items which can be used or worn in the correct circumstance on a day by day basis. Along with this, Marks and Spencer offer modern discerning customer high quality, and if necessary, personal service with a good returns policy. 

SWOT analysis
A SWOT analysis to highlight the strengths and weaknesses of Marks and Spencer. Additionally, looking at opportunities for the company and any threats of which it should be aware. There are several strengths, weaknesses, opportunities and threats.

STRENGTHS

Brand recognition. 

Marks and Spencer is one of the most known brands in the UK with a lean towards quality.
Market experience.
It is one of the leading retailers in the UK with over 130 years of experience, working with a number of big partners in the UK and internationally.
Large range of products.
Marks and Spencer is established in food, clothing and homeware retail markets. They also have financial services.
Large number of stalls & outlets with international presence.
It has 1035 UK stores and a further 428 abroad including Europe, Middle East and Asia.

WEAKNESSES

Image
Its public perception is as having a non-trendy and out of fashion image, designed to appeal to the older shopper.
Labour Costs
With a lean towards a higher quality service this means that Marks and Spencer need a higher work force, especially when compared to online retailers.
Sales Decline
From being a previous market leader there has been a recent drop in both clothing and food sales. Christmas sales have also been disappointing to what had been previously expected.

OPPORTUNITIES

International expansion
There are already stores internationally with an established in-house brand, St Michael. It has stores in many countries with large markets including Russia, India and Indonesia with possible opportunities in countries such as Poland and Brazil.
Online
Marks and Spencer already operate online but could certainly expand its presence there. This is actually part of its Plan A 2025.
Market Segmentation
With the number of stores, it has and a developing online presence, Marks and Spencer has the opportunity for market segmentation to target specific areas of markets with designated products.

THREATS

Competition
Marks and Spencer is threatened by direct competition from large scale supermarkets with designated parking and wide ranges of products such as Asda, Sainsbury and Tesco. Also, from the other end of the retail scale Sainsbury Local and Tesco Express now starting to appear everywhere.

Next and Gap have made major inroads into clothing markets becoming established brands at the expense of Marks and Spencer.

(Rahman, M., 2020) and (Business Teacher, 2019)
PESTLE analysis
Pestle analysis is a business macro environment in terms of political, economic, sociocultural, technological, legal, and environmental factors — to get a better understanding of Marks and Spencer’s current and future market. So according to Thomas Bush and Umar Farooq, both in 2019 these political, economic, sociocultural, technological, legal and environmental issues can be seen as follows.

POLITICAL

Free trade
Marks and Spencer, which chiefly operates in the United Kingdom, but also has almost 500 locations abroad, have seen a massive benefit from free trade. It allows Marks and Spencer to import foreign products for sale in their stores at cheaper prices than otherwise, while maintaining a healthy profit margin. 
Brexit
While free trade has been around for quite some time, especially for European brands, Brexit might affect this.

The UK's decision to leave the European Union is a political factor that might hugely impact Marks and Spencer’s operations. It’s unclear where the United Kingdom will stand following Brexit, especially in terms of trade regulations and tariffs. This might result in the loss of numerous free trade policies with European suppliers, resulting in a higher product cost for end consumers.

ECONOMIC

Price and discount
With regards particularly to discount competitors of Marks and Spencer, the last few decades have seen numerous budget retailers pop up in the UK including budget clothing stores and budget supermarkets. These budget stores are a direct threat to Marks and Spencer by offering similar products at much lower prices. It is possible Marks and Spencer’s 1999 decision to switch to using foreign suppliers was fuelled by discount competitors.

SOCIOCULTURAL

Non-trendy
Marks and Spencer has been around since the 1800s and the retail chain is now a household name. However, this long-standing reputation has a side effect, consumers associate Marks and Spencer with the past and with an older customer. It is not referred to as a brand of the youth. 
Ready meals sector
Recently the UK has seen an increase in the consumption of ready meals, possibly due to advances in food technology combined with changing lifestyles. This huge new industry is a big opportunity for Marks and Spencer.

TECHNOLOGICAL

Self-checkout
Marks and Spencer has already implemented a number of self-service checkout systems across its stores. This reduces labour costs with a perception in drop in quality of service.
Online shopping
Marks and Spencer has already established an online store offering almost all of their goods from clothing to foodstuffs to home products. However, it does not deliver food items, unlike most other major food stores in the UK.

LEGAL
The change in Britain’s trade laws post Brexit are a legal factor that could affect the brand hugely. 

ENVIRONMENTAL

Sustainable produce
Marks and Spencer in its Plan A has pledged to become a more sustainable retailer. This move is nothing too unique, however, as many other UK retailers have pledged to do the same.
Fair trade
This is an initiative created to help compensate foreign producers which has an impact on the environment. Smaller producers can incur less production cost and thus enable environmentally friendly production methods.  Hence Marks and Spencer’s decision to sell fair trade products also has an environmental benefit.
(Bush, T., 2019 and Farooq, U., October 20, 2019)
The role of the employees within the organisation and how they support the organisation achieve its goals
As stated previously, M&S has a flat organizational structure. This encourages employees in more decisions making processes. For example, when M&S launched Plan A, its ambitious environmental and ethical programme, it also engaged thousands of staff, working in all areas to take part. (Wills, J., May 2011) 
As a results energy and fuel efficiency throughout M&S improved along with lessening other areas of environmental impact.

Every store designated a Plan A champion to assist this and many of them moved into M&S management as a result. 

This is a way that M&S can be seen to be involving workers in decisions that effect, the image and performance of the company. 

Training and development and its importance to M&S
Providing training and development opportunities which support personal and business performance, M&S wants its employees (like its business) to ‘grow and prosper’ (M&S People Principles, 2019). 

Marks and Spencer believe that when people are given training, they feel invested in and are valued by the company. This helps them and allows them to develop as a good employee and are they more likely to become a motivated workforce. 

Marks and Spencer has a corporate learning program aimed at training. This can include specific store attachment or role specific training. With a heavy investment technology there is also much technical training. Plenty of time is invested to help employees career development and enable them to reach their own goals. (Marks and Spencer corporate documents, 2019)
Importance of commercial manager to the organisation 

A commercial manager is someone who identifies and develops business opportunities incorporating profitable management of projects & contracts, from start to finish.

Commercial managers develop risk assessments and pricing structures for products to work toward commercial efforts. Financial planning and budgeting are important aspects of the job along with responsibility for overseeing staff, suppliers, and contractors to ensure that deadlines are met.
Skills and knowledge needed to carry out the role.
Understand factors that contribute to commercial success with ability to develop and expand business. 
Need to lead and motivate large teams in order to achieve the highest levels of customer service and customer care. This requires interpersonal and communication skills.
Knowledge of Profit and Loss reporting and able to formulate and develop business strategies to achieve and deliver profit targets. Using cost effective marketing campaigns.
For M&S particularly an in-depth knowledge of clothing manufacturing and sourcing. (Rich, P., 2020)
Training and development requirements for this role at M&S.
Management experience within premium retail, manufacturing and wholesale are a necessity but specific training and experience from the following is needed; business communications, management & administration, numeracy & statistics, marketing, accounting, risk management, business law, contract negotiations, project management, customer service, logistics, financial management and project management. Training is a benefit to both employees and the business. It improves knowledge and skill. Therefore, productivity and quality increase. It also reduces the risk of injury in the workplace. Employees are more flexible which allows them to respond quicker to any changes in technology or demand. In the same time, it motivates employees by broadening their career prospects. (Business Case Studies, September 2019)
-

Conclusion
From this study, it is concluded has an important role in UK retail to its customers, staff and actual position in many UK towns.

Marks and Spencer may be down but it's not out. It may have dropped out of the FTSE 100 but it is still in the FTSE 250. Whilst British Home Stores went bust and House of Fraser had to be rescued, Marks and Spencer’s is still one of the top ten retailers in the UK with £9.6bn in sales 2018/2019. This may be due to loss of competition, but its rivals now are Sainsbury's and Waitrose to its Food hall side and John Lewis in its other retail areas. These are all doing well, and the market is still out there. Quality still counts.
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