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[bookmark: _Toc102949316]Introduction

[bookmark: _Hlk102946349]The engagement in the workplace can lead to improvement of performance and to well-being of employees. Companies not attempted the measure engagement of employees before, but due to Covid-19 period and the new flexible working arrangements such as, working from home, job restructuring roles, and making a safe workplace, the companies getting concerning that a level of employee engagement may impact on company activity. The report addresses the concepts and drivers of employee engagement, including and identifying the tools to measure engagement and concluding with the strategies to increase levels of engagement of employee.

[bookmark: _Toc102949317]Main Body

M&S cannot carry out its activity and achieve its strategic objectives without a base of involved colleagues who feel appreciated and are motivated to deliver the best for customers and for the success of the company.

[bookmark: _Toc102949318]Concepts and drivers of employee engagement at Marks & Spencer

M&S's principles towards employees are the basis of the company's vision. The company must be responsible and set the minimum standards in terms of recruitment, reward, relationships with employees, work involvement and how employees express their opinions (M&S, 2019)
M&S provide to employees a voice and channels for communication through they can express their opinions and to receive feedback.

[bookmark: _Toc102949319]Reward and recognition 

M&S frequently examine the plan of according rewards and benefits to employees, ensuring that captive and engage the talented people they need, remaining objective and free from prejudice or discrimination in the fulfilment of obligations to provide equal reward for both men and women working in the same workplace or job or those who meet minimum legal standards. Regardless of where the employee works, M&S pays regularly and on time. Deductions from salaries are made only those authorized and those allowed by law. Also, all the salary due is paid when someone leaves the M&S post, disregarding the dismissal reason (M&S, 2019).
M&S has put in place a comprehensive reward throughout the company, with the aim of ensuring that the pay and benefit packages of colleagues are fundamentally correct. To rewards behaviours and performances correctly they are placed competitively to retain talent people. 
To thank the employees for their contribution, M&S created and sent "Thank You" posters to show their appreciation. These posters were distributed in several languages and were well received by the workers, who said they appreciated the gesture made by the company.

[bookmark: _Toc102949320]Communication

Throughout the Covid-19 pandemic, an important thing has been listening to workers and interacting with them. M&S communicates openly and directly with its employees about the activity and development of the business. M&S offers the opportunity for its people to express their feedback through surveys, through listening groups or directly to the manager. The employee engagement in business activity rely on positive communication in which information, concepts and concerns can be exchanged between all.
M&S gives to employees a "voice" at work and the right to represent themselves. Employees are free to affiliate with a trade union without being victimized or discriminated, respecting and developing freedom association or collective negotiation. Marks & Spencer is committed to involving employees to participate directly in their business activity because they believe that the people who work for them will have knowledge about the company's objectives; they will have a greater interest in commercial success and will know what problems matter most to their colleagues at work (M&S, 2019). 
Approaches to M&S that has been successful since the company's inception in 1884 are the introduction in addition to all communications conducted throughout the year of a Your Say survey; the introduction of confidential helplines on request; and the creation of an annual performance evaluation process (M&S, 2019).
Given this change in the pandemic, we had to focus on the opportunity of online communication. 90% of the frontline employees are involved in communication through Microsoft Teams, using their own technology or that have been launched by the management teams, and another 10% of colleagues communicated through Yammer. 

[bookmark: _Toc102949321]Training and development

M&S offers to employees training and development opportunities that help to obtain personal and business performance and wants its employees to grow, and the business to thrive. The training and development programs implemented by M&S cover a number of topics and are carried out through different formats, such as:               e-learning, presentations, workshops, conferences with different providers, practical evaluations, webinars and case studies (M&S, 2022).
M&S offers 1:1 leadership development and mid-career coaching for women to prepare them for leadership roles, and also offers leadership workshops for women's line managers at this level.

[bookmark: _Toc102949322]Individual performance related pay (IPRP)

Individual performance related pay (IPRP) is a reward system that provides employees with a financial reward based on the evaluation of performance at work. IPRP is a technique that manages salaries by correlating the evolution of salaries and evaluating the individual performance of employees in relation to the objectives set by the company (Heery, 1997).
From a pay perspective, M&S has supported all employees during the Covid-19 period, supported by the Committee and Board of Directors. This financial support was given in full to each colleague even if he/she was self-isolated; so was the full payment of salaries for those colleagues who were less paid or put on furlough; hard workers from frontline and the e-commerce distribution colleagues were rewarded with an increased payment of 15% in the short term.
Reviewing the level of salary, the Committee took into consideration a lot of internal and external factors, such as the principles applied on salary, the company performance and external market data. Resulting from the performance of employees and their effort throughout the organization, despite the impact of the Covid-19, an increase of the salary between 1% and 5.6% was decided (PLC, 2021). 
Colleagues are encouraged and involved to ask questions at the regular survey. Around 14,000 colleagues expressed their views on survey on the current reward package and highlighted what mattered to them. The results were presented to the Remuneration Committee, they discussed the findings and made updates to the proposals received following the feedback.

[bookmark: _Toc102949323]Management by objectives

[bookmark: _Hlk102983860]The objective of M&S is to return the sustainable and profitable growth into the business and to make M&S special again. During covid-19, this goal remained unchanged. As part of the Never the Same Again program, M&S accelerated the transformation needed to increase performance in a changing consumer landscape. As a result of the measures taken in the pandemic period, a substantially changed M&S emerges.

[bookmark: _Toc102949324]Tools to measure engagement

[bookmark: _Toc102949325]Surveys

M&S conducts an annual survey of employee engagement, ensuring that they share and fully understand the responses of employees across the organization. The results of last year's survey show that the index of women's involvement in Retail is 76% compared to 73% of men, and in the head office 79% in women compared to 77% in men. This year M&S introduced an open comment box to understand better the employees, to keep them engaged and to see their involvement in the business (Office, 2013).
In addition, from the results of the Your Say Survey, employees want to be listened to and be engaged. Each term a question is asked from director about a particular issue from business, and people submitting their answers and ideas. The winner has the chance to take part in the realization of the idea. 
M&S has also introduced a Colleague Voice Pulse Survey, that runs monthly. This survey tracks the voice pulse of colleagues, giving the board of directors an informed picture of how employees feel about the business. The score of progressive involvement of colleagues throughout the year was 82%. The survey was attended by 91% of colleagues, who said they feel proud to work for M&S.

[bookmark: _Toc102949326]Performance appraisal

The term performance evaluation refers to the periodic review of the performance at work of an employee and his contribution to the company. It is also known as an annual review. A performance evaluation assesses the presence or lack of skills, achievements and growth of an employees (Dessler, 2015).
In the face of these unfavourable influences of covid-19, the employees of M&S has provided a strong performance, adjusting to the closure of the business activity. The performance of M&S employees is the result of their progress in the transformation plan during the pandemic, along with the efforts of employees and supplier partners to meet to customer needs. The employees has performed well in growing online services and adapting to the restrictions during the pandemic, ensuring that their services were in line with government guidelines, thus gaining customer trust (PLC, 2021).

[bookmark: _Toc102949327]Continuous professional and personal development programs

To M&S the continuous improvement is essential. An important part of their achievement of goals is to review the aims of their workplace, including the ability of employees, customers and other key stakeholders, along with their performance in relation to their commitments (M&S, 2019).
M&S continues to be part of the Club Cross Business Mentoring Program. This program provides mentoring support for middle-aged women, helping them to progress in careers. 
Also, M&S provides mentoring program to women at all levels of employment through Gender Equality Network reviewing data on talent and progress at the board level and take action on the issue of talent flow (Rowe, 2018).
Through the Marks & Start Employment Program, they encourages women from disadvantaged backgrounds to work. This programme was established in 2003 as an initiative in the UK and continued to be extended internationally. This programme  promote the opportunities for women in the workplace and to develop personal and professional abilities. This program works with charitable partners, setting an expansion of goals, as well as to allow women to gain experience and new jobs.
Through the Retail Ambassador Program, the employees of M&S go to schools teaching students how to develop in retail their careers. This program operates between employers in retail and different educational institutions, aiming to inspire other people to follow a retail career.

[bookmark: _Toc102949328]Staff and managers meetings

M&S continues to strengthen business talent at all levels. As the Board has had a busy year, often during this period of Covid-19, short meetings have been held weekly in support of the executive. The BIG President represents the collective voice of the employees and participates throughout the year in the meetings of the Board of Directors and the Remuneration Committee. While executive members attend large national meetings to understand the most important issues that facing employees. 

[bookmark: _Toc102949329]Strategies to increase levels of engagement

The level of employee engagement is a measure of an employee's desire and ability to contribute to the work of the organization. The employee's effort is an essential element in measuring his level of involvement, which defines the success of the company (Beardwell & Thompson, 2017).
The Human Resource managers had to create motivation options that promise a better work culture and high employee involvement. One strategy for increasing the level of involvement is to set daily a very short meeting for all employees at the beginning of the day or shift, to discuss any issues and explain the targets for the day. Another strategy is creating a competitive and well-defined compensation structure through rewards and recognition to employees, to motivate them. Developing a good communication between employees to identify the lack of productivity into organization. Providing support in individual development, that would allow employees to focus on specific learning tasks, bringing better results (Armstrong, 2010).

[bookmark: _Toc102949330]Conclusion

Marks & Spencer have witnessed great successes from the engagement of employees during covid-19, which faced challenges, but came up with different approaches to overcome them. The introduction of a new flexible working regime, such as working from home, restructuring roles in the workplace and creating a safe environment, have created concerns at the level of employee involvement that has had an impact on the company's activity. This report was prepared to review all the best concepts and drivers of employee engagement that have been identified in M&S retail. This report was also based on the assessment of diagnostic tools to measure the engagement of employees. Finally, the best strategies to raise the level of engagement have been provided in the report. 
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