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1st TERM
TASK
Choose any particular organisation that you are familiar with (it may be your current/previous employers but this isn’t compulsory) and discuss the following:
1) Critically assess the workplace culture of the organisation.
2) Using any environmental scanning tool, do provide a critical evaluation of the broader environment in which your organisation operation and its impact on your organisations culture and performance.
3) Critically evaluate the extent to which you think your organisations present cultural and ethical standards and the personal ethical standard, values and beliefs of most employees is sustainable and can help the organisation achieve its corporate objectives and social responsibilities
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INTRODUCTION
The aim of the report is to analytically assess the M&S workplace culture , its operation and impact on culture and performance and also evaluates its ethical standards and culture and the personal ethical standard, belief and values of numerous staffs. M&S have a customer driven culture. The report also aims to analyse how communication can be used to improve an organisation’s efficiency. Without communication in an organisation, things would not be done and achieved. Directions could not be given there by making so many tasks not carried out. For example services and products cannot be provided to customers
In this assignment, I would be assessing the Marks and Spencer culture that is one of the largest British familiar retail shops worldwide.
M&S was chosen because of its global diversity within the whole organisation. 

CHAPTHER ONE
CRITICALLY ASSESSING THE WORKPLACE CULTURE OF THE ORGANISATION
What is Culture?
Culture is that which distinguishes one group from another. 
All establishments have their own cultures, which comprises of beliefs and values shared by their employees which ascertain the level to which managers answers problems and good times. According to (Huff et al, 2009), organisational culture could be fixed and extremely bureaucratic over time, as well as successful organisations.
Organisational culture is strong because it is instinctively structures the method employees see their world. Culture is intensively fixed in values and belief that employees have made themselves. According to Robbins and Judge, 2007 values and belief that are powered with no opposition for lengthen period of time, might not be question.
Marks and Spencer like every other successful organisation, was a sitting target of their own success. Their organisational culture became rigid, inflexible and resistance to change since the organisation is being successful, then there is no need for change. Nevertheless when it was noticed that the old culture practice in the organisation couldn’t survive the changing request in the marketplace, the senior management resolved on a crucial restructuring. As a result of its restructuring, staffs were not reacting to the change and started to accept different methods of carrying out tasks. Staff were ready to work for good pay on longer hours and they didn’t care they might lose their job as a result of the organisation’s poor performance. Staffs were sent for learning and educational programs to furnish them with new skills to manage with change in the organisation. This effort added to change in the organisation culture that is flexible and dynamic.
It can be seen that in M&S the culture real comes from the founders and the founder’s family. In the early times culture was established on honesty, hard work, turn over and no attached embellishment. These values advanced into the organisation’s culture that becomes paternalistic, a viewpoint frequently related with family run trade. The consequences of this kind of culture is that an individual cannot reach the top since one is not in the family.
The culture of Marks and Spencer is a customer propelling culture. This means all individual in the organisation work together and put more attempt to enhance market research, customer service, employing the right individual and training.
THE ORGANISATIONAL CULTURE
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CRITICALLY ASSESS THE WORKPLACE CULTURE OF THE ORGANISATION
Marks & Spencer (M&S) is an established British multinational business which primarily specialises in selling high quality clothing, home products and food. This company operates within the retail sector via multiple channels. The company founded in 1884 is a staple household name in the United Kingdom. M&S have diversified their portfolio which now includes the provision of financial services including ISAs, loans, credit cards, car insurance and holiday insurance. M&S Energy was launched in 2016 is the division supplying energy to the consumers - renewably sourced electricity and gas. M&S are actively doing their part to contribute to the sustainability arm of their Plan A initiative. The Plan A initiative (launched in 2007) involves combating climate change, reducing waste, using sustainable raw materials, trading ethically and helping customers to lead healthier lifestyles.
M&S has 1,035 UK stores with 428 stores (57 countries) internationally; as a group (UK & international) the group generated £10.4 billion in 2019 (Marks & Spencer, 2019). The £10.4 billion revenue generated; £3.5bn via clothing and homeware and £5.9bn generated via food. There are 80,000 employees which help operations globally for the company.
The organisational culture of M&S is the set of beliefs and attitudes imbibed by their employees and management. This has helped influence decision making and behaviour within the organisation. When established in 1884, it was a family orientated business based on quick turnover, hard work and no frills attached due to the economy of the times it was established in. The employee perception was good job security with their job being protected and having a stable career and having a career at M&S was greatly adisable. This is further supported by Buchanan and Huczynski (2017) who stated that organisation’s culture focuses on the beliefs, meanings and values used by its members to grasp how it originated, evolves and operates. 
However, this changed over time as this was not considered in the wages towards the customers, management hierarchy and promotional structures in place at the time.
M&S culture is based on the customer; it revolves around the customer (customer-driven). All goals and efforts are geared towards satisfying the customer by meeting their needs whether the customer acknowledges it or not. M&S encompasses all things a customer needs by providing all options for the consumer to engage in therefore generating profit for the business. The culture within M&S is focused on satisfying the customer while employees would be devoted to their job – loyalty due to the iconic brand. 
Traditionally, M&S had a culture which was rigid and slow leading to declined profits which was witnessed in the early 2000s. Corporate culture can become static and bureaucratic over time, even among successful organisations (Huff et al., 2009) which was observed with M&S. Bad choice of clothing for women and unattractive shops were clear indicators behind the need for culture shift. Under the long reign of Rick Greenbury, M&S had (slow to change) endured some issues. Structural changes within the leadership of M&S led to St Michael’s clothing brand no longer in use but segmenting their clothing brands to appeal to various demographics (Per Una, Blue Harbour and celebrity collaborations). This shift in culture led M&S to generate profit but also adapt their traditional style to fit the new marketplace environment. Under the new governance of Steve Rowe who was appointed in 2016, the company has seen revenue once again being generated within female fashion.
With competition from other stores due to increased options on the High street and online within M&S’s core markets. Retailers such as Topshop, River Island and House of Fraser were offering more fashionable designs and labels, whereas others such as Next and Debenhams offered better value. Large food chains such as Tesco, Aldi, Waitrose, Lidl and Sainsbury’s began to encroach on M&S’s market share in the food markets. From this new perspective, consumers began to view the company as out-dated and old fashioned. The negative perception of the company from the consumer was just the beginning of their problems.
There are now active clothing brands which engage with and cater to various demographics (young to elderly); females and males. There are ongoing celebrity endorsements which have further increased the profile of M&S to contend with other fashion retailers – dealing with fast fashion and high-end retailers. The recent collaboration with Holly Willoughby in 2018 saw the U-turn of ‘dowdy’ fashion offerings from M&S into a fashion-forward unit catering to the younger demographic. Now producing their fifth collaboration with the celebrity, the shift in culture was not an easy one as M&S had lost millions in revenue to other stores prior to this shift. 
Nonetheless, before now the organisation success is high in the culture of old but they have now adjusted to a new designed portrait of M & S. Furthermore, the changed process at M& S would centre on “softening” of the design. 
Employee programmes have been launched to be inclusive of all people and to enhance the training of all (employee retention). 2004 saw the launch of the Marks & Start employability scheme to help disabled and disadvantaged individuals helping to increase inclusivity within the business.
Now, M&S are adopting a digital-first organisational culture to adapt with the changing times using technology to reach their consumers and also to aid their internal community globally. 
M&S has deliberately invested in becoming a digital-first organisation, making its trading model to get used to the new market actuality of the 21st Century in the UK and on an international scale. Nowadays, customers presuming to be able to purchase when and wherever they are and to comprehend vital structure on the gadget (mobile, computer or handheld device) of their choosing with various delivery options available to them (next-day, in-store or even click and collect). 
By analysing and studying the way, a customer can a secure is a necessary retail device that can be surpassed by data science; studying buying patterns and creating algorithms of their buying behaviour to the advantage of the business.
Internally, a culture shift was occurring as they planned to educate employees as they announced an education to educate data science to employee from all roles in the organisation. This is aiding to ensure M&S stay ahead of their competitors but also relevant to their consumers using data science and technology. The 18-month long programme would ensure employees learn about programming languages and machine data to conduct the technology modification beyond its whole organisation.
CHAPTHER TWO
The PESTLE and the SWOT analysis would be used as an environmental scanning tool in which M&S operates and its impact on its organisational culture and performance. PESTLE Analysis is one of the most key structures of macro-environmental scanning that constitutes the greatest major elements used in scanning the environment, as part of advanced tactical management.  The PESTLE analysis entails examining a company environmental influence with the motive of using the details for tactical decision making (Heery and Noon, 2008).The factors used in the analysis are Political, Economic, Socio-cultural, Technological, Legal, and Environmental.
The PESTLE analysis is an important management framework used to analyse the external factors affecting project\brand or organisation. It explains the main factors that influence the macro-environment of the retail organisation of M&S. The M&S obeys the government and regulations to protect natural resources and guarding the environment by complying with right waste management procedures. The important influence which consists of Political, Environment, Social, Technological, Economic and Legal plays a major role in ascertaining a business strategy which will aid the organisation in defeating its current challenges such as losing customers confidence as a result of regular product recalls. In the micro-environment, M&S has put it onward to improve and support long-term relationship with the vendors and consumers.
The factors reviewed below further highlight the external environment and how it impacts on M&S culture and performance.

SOCIAL: 
This has to do with the cultural, population demographics, buying patterns and others. For the retailer industry, fashion trends, consumer’s need
POLITICAL: 
This is the government involvement in setting up taxes, establishing labour policies, environmental regulations, organisational investment norms and others. For as long as the retailing industry exists, many protection, environmental and health regulations have been used by the UK government. M&S have taken separate capability of fair trade by trimming salts and fat contend in food, animal welfare and recycling. The retail market in the United Kingdom reveals a low growth of 12%, 3rd lowest in the last forty years
Often times the political factors affecting business is of great importance. Most government policies affect any organisation which M&S is not exempted. M&S as an organisation in the UK must abide to its law. Its managers must always be proactive to upcoming legislations and how it will affect its business. Changes in the government policy make up the political factors. These factors could be economic, legal or social. M&S can be influenced by the UK’s political environment in several ways. This could be a risk factor and might lead to loss. Changes in government and taxation policy such as increase or decrease in government tax is a political factor.
The UK government might increase tax for M&S which could have a direct effect on its business. The political environment is the least expected element in the business environment. Main political factors affecting business include: Political stability, Changes in regulation, Migration of risk, Political stability. Brexit is a political factor that might affect M&S operation massively. In terms of trade regulations and tariffs, following the UK out of the EU, it might result in a loss of free trade policies with the European suppliers, resulting in a higher cost of product for end users.

ECONOMICAL
Competitors of M&S are specialised in cranny trade and focus on consumers that allow them to obtain a better consumers contentment, for saving costs, they tend to import products from abroad. This places M & S in disadvantaged cost for a recognised greater quality.
SOCIAL 
Consumer’s theory in the marketplace has changed. They do not have the perception of the British products. There is a move in order for many clothing that are fashionable. However the price reaction of the utmost of the consumer has left marks and Spencer in a reduced contentious location.
TECHNOLOGICAL 
The media had played a vital part of spreading new fashions to customers. The understanding could be passed to the clothing producers and designers, in as such that a manufacturer in China could be aware of the present trend  of fashions in the united kingdom. In this day and age, technology are easily duplicated and in the time past. However due to fast mode in transportation, it takes fewer days for shipment of stock from countries in Asian instead of the one month duration shipment in the past.
LEGAL 
Marks and Spencer are well known for the delivering of world class quality products. Giving customers good quality products that are of standard are very vital to reach customers demand.
ENVIRONMENTAL
To trade products that are produced by suppliers have a good effect on how the products are used and predisposed by consumers. Retailers use large scope of raw materials to make their own goods. In view of this, it is analytical to make do with the use of materials thoughtfully and pay correct care to how they influence bio diversity and natural habitats.
SWOT ANALYSIS OF M&S
The SWOT analysis which consist of the factors affecting the internal and external analysis of M&S are shown in a table below. The SWOT analysis shows the Strength, Weakness, Opportunities and Threat of the retailer which hold customers at high esteem and have 17% of UK market share in clothing area. M&S depends on UK market for a massive portion of its profit which is reducing as a result of the effect of Brexit and depreciation of pounds sterling. M&S needs to source for up to the minute market and make better its online presence to integrate its market position. The report gives a fantastic business idea and comprehensive analysis for M&S which depicts that only a sound business strategy is needed to operate better market segmentation, enhancing online presence and thereby reducing the dependence on the UK market which will help M&S conquer its present-day challenge to achieving its growth and success.  


STRENGTHS					
1. Paying strong attention on  improving customer experience
2. Well organised and current production procedure.
3. Strong e-commerce infrastructure 
4. Good control system for suppliers, inventory and stores layout.
5. Favourably productive social responsibility
6. Secure presentation in line with the latest company’s trends
7. Products having high quality products
8. Better comprehension of  its principal customer base
WEAKNESSES
1. Much dependence on UK market make it 
2. Having a bored image
3. Persistent recall of products cause customers to lose confidence
4. Future of M&S in china is gone for a toss
5. Poor financial production
6. Having inclusive clothing that are recognised as not fashionable.
OPPORTUNITY
1. Realign their clothing section
2. Online presence to boost its position in the market
3. Simplifying its operating style
4. Making good plan to invest in Indian market
5. Global enlargement.
6. Maximising the use of technological to get contentious advantage
THREAT
1. Changing trends in the clothing segment
2. Post Brexit depreciation of pounds-sterling 
3. Rigid competition in the UK food section
4. Economic  down
5. Discount stores having competition
6. Contention  with manufacturers in premium quality clothing


Secure presentation in line with the latest company’s trends

CHAPTER THREE
HOW COMMUNICATION CAN IMPROVE ORGANISATION EFFICIENCY.
What is Communication? 
Communication is a process by which two individuals exchange a set of ideas, symbols meanings and feelings. It is also the process of exchanging verbal and non verbal messages. The most important requirement of communication is the message. The messages are transmitted through some medium to the end user which is the receiver. Communication is a two way process and is not complete without a feedback from the end user to the sender on how the message is being received and interpreted by the receiver. It is very significant that the message is understood by the receiver in the same terms as preconceived by the originator of the message.  
The Communication Process
        
[image: Components of Communication Process]
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In recent day, it is necessary for all staff to have some certain level of communication skills. This is more important for managers. Organisations have recognised that the level of communication within the organisation ascertains the organisation’s efficiency. This consciousness has resulted to the research/analysis of different areas of organisational communication. Most of the researches/analysis deal with the effects on performance resolved by how well the staffs is provided with information and the extent of satisfaction with the direction of communication.
Communication is the foundation to the operating of organisations.
Organisational communication is assembled as the ranking of the organisation; it is considered as its communal expression.
An organisation is well distinguished by the growth of its internal communication. The efficient management of the internal processes of an organisation is an important factor in competition. It is important that staff and department be notify timely and in the appropriate manner about what the need to know for work efficiency. The advancement of efficient working results to saving, thereby increasing profit. The way the organisation channel of communication is styled gives a concept of the organisation culture.
How communication can improve organisation efficiency.
The present of good communication skill in an organisation allow staff to remain responsible to one another. When effect communication is clearly in place in an organisation, staff realise exactly what is expected of each of them. This aid enhances responsibility, which in turn grows productivity.
Communication can be used to improve organisation efficiency by
1. LESS MISUNDERSTANDING 
Information wrongly conveyed to the right individuals, may have some miscommunication and misunderstanding which could be a rationale for the downfall of establishments. In the absence of effective communication in an organisation, uncertainty comes in. It is very vital for an organisation to have a quality communication system to enable every individual comprehend the goals then work jointly. For instance when a company gets a new Facebook page on promotion strategy, new tasks and goals should be well communicated with employees. When the employees don’t have a good understanding of what exactly they are to do, such as sharing, posting, liking etc hence defeating the purpose of the strategy.

2. TRANSPARENCY AND EMPOWERMENT
According to Prof. Charles-Henri, Besseyre des Horts, it is proven that organisation transparent and their employees are well empowered are always more efficient.
Furthermore Empowerment is another method which communication can enhance efficiency in an organisation. When employees are well informed they feel more empowered to carry out their tasks with conviction and direction. Employees who are well informed about particular tasks to be done and realise how it should be done are more inspired to complete the task effectively.


3. HEALTHY CULTURE
Healthy and fertile cultures within an establishment are established on effective communication. When staffs and managers in an organisation are in good working relationship with each other, the organisation’s culture is enhanced and become a healthy one. In an organisation where there exists thankfulness, respect, empowerment etc create a good culture in the organisation. For instance, when a manager is unable to talk with their staffs respectfully, when staffs are afraid to ask question and so on, then the organisation’s culture is feeble as a result of poor or bad communication. This shows that communication forms the culture of an organisation. However, organisations with a healthy culture, staff feel understood and respected or regarded; this   in turns enhances staff morale and increase efficiency. 

4. INCREASED ACCOUNTABILITY
        Employees incline to be responsible for one another when good    communication skills are in existence in an organisation. Staffs realises exactly their expectation from each other when effective communication in the organisation gives transparent instructions. This enhances accountability which in turns improves efficiency. Lack of accountability in a workplace, result to no motivation to obtain improvement.
5. CLEAR DIRECTION  
It is becomes transparent in an organisation when good communication exists among managers and staffs, where is suppose to be later and the steps require to be taken to get there. This information give crystalline directions for all staffs, thereby enhancing efficiency and minimises uncertainty. When the exact directions are given to staffs, it makes work faster, more efficient, less stressful and delightful for them.

		A WORKPLACE SCENARIO
Something happened in my workplace while working in Marks and Spencer. A situation where we were in an early morning meeting before doors would be opened to customers for the day’s business. After the manager had  discussed all he needed to discussed in the meeting with the members of staffs, to end  the meeting, the manager now asked who among the members of staff need the organisation’s branded T-Shirt , I signified by  raising my hand up, to indicate that I needed one . Furthermore, the manager asked who also needed the organisation’s branded hat, again, I indicated by raising my hand up as well. Immediately, the manager was vexed and yelled at me talking to rudely and told me as an old staff of the organisation why would I be asking for both the branded T- shirt and hat, I was suppose to own the company’s T-shirt and hat. That it should be the new staffs that should be asking for both. I was so sad, bittered and intimidated and responded to the manager that, he was the one that asked and that I actually needed the branded Hat and T-shirt because the ones I had are worn out and faded. It was an opportunity for me to have a replacement since the office is placing an order from its head office. In anger I told the manager that he shouldn’t address me that way because I am even the one to pay for the items and so it should not even worry him. The meeting came to a close and every staff reported to their different desk to commence the day’s job.
After some hours into the day, I attended to a customer who was really not happy and comfortable with the services i rendered. To the customer it was unlike me she usually interacts with. The customer quietly made his way to the office of the manager to make complain about my attitude of disservice towards him. The manager pleaded with the customer and customer left. It was then the manager perceived that his approach and attitude to me in the morning meeting was wrong and that must have affected my mood thereby been transferred to customers. The manager immediately left his office to my desk trying to amend his ways. The manager then told me not to be upset with what had happened in morning meeting. That he is so sorry about his rude attitude towards me and that he did not mean to hurt and make me unhappy but that he was just joking. He did his best and made sure he put a smile on me and cheered me up before going back to his office. At the end of our discussion, we were both happy and I thanked my manager and he left. My confidence was restored.
From the scenario above that happened in my workplace, it could be seen that there was a bad or poor communication process from a manager to the staff which led to a poor performance of job. It was a good one that the manager noticed his fault and amended as soon as possible for the efficiency of the tasks in the organisation.

CONCLUSION
Marks & Spencer is an organisation with a lengthy history of success.  To conquer its present problems it must pull on its strengths, conquer its weaknesses and recondition its strategy to remain pertinent and competitive
Workplace communication and performance of employers can be achieved better by employers heeding to employees since they are the frontline of the establishment, allowing employees take part in the implementation of strategies with the input of the workers. This allows staffs have a sense of ownership or voice as regards decisions being made.
I am on the opinion that poor communication style in an organisation results in many workplace issues, not disclosing the issues we encounter at home or in our individual association with individual outside our workplace.
It could either the wrong information is been communicated or the important and right information are not communicated across.
Furthermore, the application of tools and techniques is a method to finding solutions the identified problems in an organisation. Scanning an organisational environment is very essential to have a successful business. In this report the PESTEL and SWOT analysis were the tools used to evaluate M&S operations.
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