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                                                                                                                                                                             Introduction
In this report will be an analytical tool Pestel along with Cultural Web showing outcomes of Marks & Spencer.
During this report will be a overlooking what Marks & Spencer represent, along with their values within the workplace and their customers relations. 
The Pestel is to measure the external factors of the environmental affect, of Marks & Spencer. A Pestel analysis which will portray how the environmental changes affect the business at Marks & Spencer’s. 
A Cultural web is a tool used to show the culture of the organisation which can help you see and understand the different influences that affect companies. (Johnson and Scholes, 2021).
The six influences in a cultural web are Stories, Symbols, Rituals and routines, Power structures, Control system and Organisational structures. Some of these elements will be explained within Marks & Spencer.
In this report it will be explaining the ethical dilemmas faced while working at Marks & Spencer.
 An ethical dilemma is when you have a decision to make whether your moral principles are involved in the conflict of a working environment.
Marks & Spencer, also known as M&S, has been around for more than a century, they have changed the way we think and feel about the retail world in the UK. Though M&S has faced a few hurdles in its time, it’s also shown us the power of a brand that stays true to its values, and consistent with its corporate image, while still continuously evolving’. (Fabrik Brands, 2021)
Marks & Spencer’s originally founded in 1884 by two friends, Michael Marks awith Thomas Spencer who formed a partnership, established themselves in Leeds, selling quality products.

Marks & Spencer cares about the quality of their fashion clothing, Marks & Spencer has always invested in high quality materials to provide top quality for their customers and keep up in the best standard for British culture within the British clothing market.




Pestel 
The Pestel analysis is important because the factors will highlight issues and challenges, that companies will face within the environment of the workplace.                                                                               







   








                                                                                                                                                                                                          
	Pestel
Analysis
Marks &Spencer’s
Retail store.
	POLITIC
	ENVIROMENT
	SOCIAL 
	TECHINOLIGI
	ECOMONICS
	LEGAL 

	Factors
	Brexit had a large impact on the sale in retail 
	Covid 19 pandemic a extreme impact, sale reduce in area of fashion and furniture,
	Social distancing came to place customer were concern about catching covid 19. Fewer customers went to shops 
	Marks and Spencer increased using social media but refused to use IT for instant online shopping,
	Prices raise due to shortage in provisions.

Taxes raised to meet in line with inflation  
	regulations in place to safeguard worker social distancing/ wearing protective clothing.


  

	Impact on performance
	All retailer felt the impact of rising cost and no customers instore 
	Large department shop close in parts only food halls remain open 
	M&S were not meeting sale targets .

Although they maintain the offer of  the top quality produce .

	Adverts going out to more online, platform.

IT systems often crashed orders often got lost to other retailers.
	Cost of online instant delivery was not suitable for most demographic area`s so many shop did not take up the cost of using those services in the West Midlands 
	Shops were closing earlier large shops all fashion and furniture departments closed as they were no essential.

	Impact on organisational culture
	
	Customer did not feel safe shopping in large shops.
	Unable to sale to working class/middle class whom would purchase quality clothing for events 
	Online clothing sale lost out to competitors
Unable to keep up with fashion. 
	Customer went to the cheaper shops for bargains.
Co-op, Aldi, whom could deliver essential .
	Social events were close or extremely reduce to small numbers of people 
6-10.




Political factors are the factors that affect the chosen organisation within the government and the economics of the country. 

The negative outcome from the Political factors of Marks & Spencer is: during Covid-19 along with United Kingdom just leaving Brexit has resulted in Marks & Spencer having to relook at purchases and cost of products. This enabled Marks & Spencer in rescheduling their prices of products, having to change their suppliers. 
The positive of the Political factors are Marks & Spencer have an opportunity to look at local suppliers, this can help invest money into the English economy.

Economic factors are loss of jobs, economic growth, inflation rates and consumer spending potential. ‘A rise in the inflation rate of a particular economy affects the way the companies operating in that economy price their product or services’. (Skool Team, 2019).

Looking over the Economic factors of Marks & Spencer, the positive outcome is the food market was not affected. Sales had reached a stable point even during Covid-19. There was no opportunity for fashion sales until the department could re-open along with adapting to the new health and safety. 

The negative result of the economic factors from Marks & Spencer are job losses affected the working environment as staff discount was cancelled, this can affect the working satisfactory of the employees working. 

Social factors matter because, whatever is happening socially can affect the company this would include, how the social media reflect on what is going on in the society. 

Overall, from the information shared in the social factors, Marks & Spencer has a declining interest amongst the younger population within their fashion department, competitor have fashion clothes at a much cheaper rate, this appeals to the younger audiences.  Marks & Spencer expanded their marketing with social media to the likes of Instagram, other online platforms to promote their fashion, cosmetics. This move help Marks to reach the younger market and increase sales. 

Food sale have continued to increase within the lunch time periods, this area in the market continue to thrive.

Technology Factors are the changes in the technological environment and how this affects Marks & Spencer. 
Following the research found about Marks & Spencer in their technology factors, there was a disadvantage of Marks & Spencer not using instant food delivery, this is because they could have increased their sales through the food essentials being brought instantly from other stores. 

One advantage is Marks & Spencer changing their technology regarding reaching out to the public to advertise their cosmetic and fashion products. Another advantage is Marks & Spencer investing in a transformation technology software that enables the company to invest in their products digitally, to give the best quality of products to their customers. 

The environmental factors from Marks & Spencer were a disadvantage to the company because a whole section of mini market stores that supplied for lunchtime deals had closed which resulted in lost jobs and income. 
Marks & Spencer would breach their rules if they had opened after employees had contracted Covid-19 this would have affected the health and safety policies and be a threat to their reputation. 












 Cultural Web
[image: Cultural web analysis model - toolshero]
What is the Cultural Web Analysis (Johnson & Scholes) Theory | tools hero (Toolshero, 2021)

In this section there will be an explanation chosen from the six cultural influences which has affected the organisation, this also can portray why there has been a change in the work environment (see Appendix 1 and Appendix 2).
With the chosen elements from the cultural web, there was both positive and challenging trials that Marks and Spencer have faced over the financial period plus the working environment. (Interview, See appendix 5).

 “  Even in those organization where cultural issues receive little explicit attention ,how     people in company   think feel, value, and act is a guided by meanings and belief of cultural (socially shared) nature”.   ( Alvesson) 2013  page 2 .







Rituals and Routines

Marks & Spencer does a “Self-Presentation Policy” which is a daily routine for employees to check their uniform, make sure they look presentable, to meet the hygiene requirements, ensuring their presentation looks acceptable for work. 
This enables the company to be represented in a smart manner in front of the public. Employees in all departments of Marks & Spencer have a duty to dress accordingly to their policy, (See Appendix 5)

‘Marks & Spencer operate an experienced procurement team who understand the importance of staff clothing as both a way of making their staff feel proud of their appearance, and the positive effect of the uniform as an extension of their brand for customer engagement’. (Incorporate Wear U.K, 2021). This quote gives voice that Marks & Spencer care about their employee’s presentation when representing their company.

Marks & Spencer’s staff had a procedure to always speak to customers in an etiquette manner, for example: employees at Marks & Spencer cannot say “Hi” to customers they were required to say, “Good morning” or “Good afternoon”. 

If there was an error or issue with a product that was received feedback from the customers, Marks & Spencer would make it compulsory to return the products back to the factory and off the shelves, not to be sold to other customers or the staff. 















Stories

‘M&S reported its first half-year loss in 94 years in November 2020 as clothing and home product sales fell during the pandemic. Food sales were up by 3% though’. (Which, 2021)
(See appendix 3)

‘Profits are set to fall at Marks & Spencer after sales were strangled by pandemic store closures. (This is Money, 2021).

Marks & Spencer were in the media highly due to losing millions in profit in their home and fashion department, this is because going out was only classed as an emergency, essentials were the only items being purchased during the pandemic (Covid-19, 2020), food was Marks & Spencer’s main source of income.

 Marks & Spencer decided to pay more attention in developing goods for clients to have what they desire; they invested their money in creating a different atmosphere in the existing shops. 
In order retain and increase their fashion market, Marks & Spencer invested in using more digital media for example, Instagram, television media (morning talk shows), using online platforms to attract a wider audience of all ages to increase their sale rate.

Closures, Job losses affected the working environment, there was challenges because employees had to stay at home and adapt to a routine of waiting until they could go back to work, (See appendix 5). 











Symbols
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It’s not just branding, it’s Marks & Spencer branding | by Stewart Hodgson | Medium
(Hodgson, 2017)
‘The type of corporate identity you choose influences the way your organization is perceived. The right image will strongly influence audience perceptions in your favour’. (Hindle & Heller, 1998). This quote explains how Marks & Spencer has always cared about the status of their company along with representing themselves in an ever-evolving retail market.
‘Like any modern brand, M&S has had to acclimatise to suit the expectations of a changing audience. In fact, the company’s business logo is a fantastic example of how Marks & Spencer recognised a need to change, without losing its’. (Hodgson, 2017). 
This quote is valid because the logo of Marks & Spencer has been a recognisable brand across the United Kingdom. The popularity has remained consistent throughout my lifetime, the logo is fine example that Marks & Spencer still present a high status in British shopping culture.

























Organisational Structure

‘M&S follows 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 organization to encourage employees in more decision making process’. (Business, 2021)

Marks & Spencer works on a structure where there is minimum management staff on the shop floor. Marks & Spencer believe in applying their frontline workers to get feedback from customers to produce the best products. (See appendix 5).

‘The fact that there were fewer links between the top management allowed for less mediated communication between the leaders and the company’s employees who dealt with customers, permitting the administration to take the clients’ opinions into account more fully’. (Business and Economics, 2020)
This quote expresses how Marks & Spencer benefits in caring about the feedback and how the retail assistants deliver to the customers, which can build loyalty and satisfactory.

‘Something happens inside or outside the organization that is perceived as a trigger event. This gives birth to a need to change to meet the new challenge, which may be an opportunity or a threat’. (Hussey, D.E, 2000).
This quote expresses the pandemic was a challenge but also an opportunity for Marks & Spencer to keep their consistency of excellent customer service also remaining popular as a brand, enabling their customers to feel safe and satisfied.



Ethical Dilemmas

When place in the positions where a colleague asked for me to clock them into work, immediately i refused and refer to work policy and possible outcomes., 
This situation known to happens within the company, if caught employees face loss of employment as its seen as misconduct.

Other dilemmas in the workplace Supervisor giving preference to their friends regarding booking holidays, this is portrayed as nepotism. A supervisor had not followed holiday policy and gave work colleague who was known to be their friends over other employees who had followed booking bank holidays process and booked much early.
Higher management got involve and override the supervisors’ decisions henceforth supervisor had to cancel her friend holiday and rebook via the booking process,  

The highlight of my ethical dilemmas has portrayed how nepotism and misconduct can be a negative outcome when staff members in a powerful position will hire their family or friends, without considering if they have the right qualifications or work ethics for the work environment. 

[bookmark: _Hlk77790375]Confronting ethical dilemmas in the workplace
[bookmark: _Hlk77790318]( Boatright - 2013)- Taylor & Francis
Ethics can be dangerous to your career. The danger may come not from your own ethics but
from the ethics of people around you and the organization of which you are a part. At work, you
may be called upon to do things that turn out to be unethical or even illegal. What should you?
  













Conclusion and Recommendations 






Regarding all the information gathered about Marks & Spencer as a British company brand, to maintain their high status with their popularity, there are few suggestions which I have gathered from each analysis during this report. 

In the Pestel, it was evident that the Brexit followed by the pandemic had an impact on Marks & Spencer. Marks & Spencer had to find a solution of getting suppliers locally as well as getting their value for money through their trading.

My recommendation for Marks & Spencer to improve their lunchtime sales, essential food goods, would be to invest in instant food delivery services such as UberEats, Deliveroo, this would increase their sales, also increase the number of customers who order online locally, saving the company from losing their regular customers. 

The positive outcome from their stories is that Marks & Spencer has less layers of managers should an employee or customer wish to make complaints or feedback. I recommend Marks & Spencer should keep their organized structure as evident shows this creates a better working satisfactory environment for both customers and staff.

‘Marks & Spencer has faced a few hurdles on the road to success, it’s also been able to show us the power of an organisation that knows how to embrace its values, and evolve to suit the needs of its customers.’ ( Hodgson, 2017). 
This quote highlights throughout the years Marks & Spencer have been able to maintain a reputation for giving good value with all their products.
Marks & Spencer’s have been well known to produce innovative and quality products; this is due to developing a high standard throughout two centuries, this is a positive outcome that Marks & Spencer is an everlasting brand and business. 
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Appendices 

Appendix 1

Stories: How an organisation understands and explains itself.
Rituals and Routines: The accepted norms and practices.
Symbols: Physical artefacts. The unofficial and official representations of culture.
Organisational Structures: Formal structures and hierarchy, as well as the
informal routes of power and influence.
Power Structures: The people and the systems who have the power to get things done.
Control Systems: How an organisation controls how things are done.

Appendix 2
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Appendix 5

Interviewer 1, Manager, Male (M.T)
Interviewer 2, Sales Assistant, Female, (D.D)

Question 1) Do Marks & Spencer’s continue to implement a strike uniform code? 
                    Yes or no.
               2)  Are employee still expected to book holiday on the first come first                           
                      services basis?
                   Yes or no.
               3) Is employee at risk of dismissal under any form of misconducts?
                   Yes or no.

                     9/9 yes Answers ,
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