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[bookmark: _Toc225166993]Introduction to the Business Marks & Spencer
Human Resource Management (HRM) is a vital part in modern businesses as it focuses on managing individuals to successfully meet organisational goals. It Also plays a critical role in shaping organisational culture, improving employee wellbeing and aligning human capital strategies with long term business goals (Armstrong and Taylor,2020).HR Departments are under increasing pressure in today’s business environment because of rapid advancements in technology, the intense competition for skilled employees, and the rising demands for inclusion and fairness in the workplace. It’s important to have effective HR practices to support employees but also enhance business performance, customer satisfaction and brand reputation. Whereas if businesses fail to adequately address these issues risk the danger of poor output, excessive staff turnover, and damage to their reputation.

Marks and Spencer are a major UK based retail business operating in clothing, food and home retail. It has been founded in 1884 by Michael Marks and Thomas Spencer; one of the UK’s most trusted retail brand and operates globally with thousands of stores. Also, it has aa strong online presence (Britannica, 2024). The company employs a large and diverse workforce across the stores, distribution hubs and corporate offices. Its workforce extents multiple generations and cultural backgrounds, including part time, seasonal and full-time employees which increase the complexity of designing policies that are fair, engaging and aligned with strategic objectives (CIPD,2021).M&S has undergone significant changes because of digital transformation, changes in customer tastes, and the rise of the online competitors. Due to these changes, HR must implement innovative processes that assist workers while ensuring organisational performance.	This demonstrates the strategic role of HR as a business partner rather than only an administrative function.


Technological developments like e-commerce, automation and data analytics have had a significant impact on the retail industry. The need for digital skills has grown because of these developments, which have changed job roles. According to (CIPD,2019) employees now demand inclusive workplace environment, career development opportunities, fair reward system and flexible working hours. Additionally, HR must deal with external challenges that have a direct impact on recruitment, retention and employee engagement, like labour market instability, economic uncertainty and regulatory changes. It’s only ethically required but also strategically necessary to meet these expectations because if these expectations are not met the business risks low engagement, high customer turnover and this may lead to operational disruption. Boxall, P.F. and Purcell, J. (2016)

Furthermore, the multi-channel environment makes HR in stores like Marks and Spencer particularly complex. Employees must handle customers contact in person, online and through hybrid channels requiring both interpersonal and technology skills. The need for integrated HR strategies that combine social and cultural development with technological upskilling has increased as a result.


Three key HR issues that Marks and Spencer encounters are examined carefully in this report: meeting technological advancements Talent Acquisition and Retention, and Diversity, Equality and Inclusion (DEI). It evaluates the role of department managers in ensuring prompt and efficient implementation and asses current HR strategies used to overcome these challenges. Moreover, to offer evidence-based suggestions for improving workforce skills, engagement and organisational success, the report also incorporates data from industry reports, academic research and HR theory. The findings and the recommendations are intended to promote long term employee sustainability, create an inclusive business environment and ensure Marks and Spencer’s performance in the rapidly changing retail industry.
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2.1 Meeting Technological Advancement 
One of the biggest issues Marks and Spencer is confronting is technological advancement. To stay competitive the company has a significant investment in digital customer support tools, automated stock systems and online retail platforms. Although these technologies increase productivity, employees must also adjust to new procedures and method of operations. According to (infotech, 2025) M&S plans £650 million investment to drive online growth in digital transformation push. While these innovations increase productivity, they also create challenges that require strategic workforce planning, proactive management and continuous employee upskilling.
The gap in digital skills is one of the main factors and challenge. Particularly, among long time serving retail employees who may not have prior experience with e commerce systems, automated stock management or data analytics platform. Employees who lack confidence in using these technologies may experience stress, reduced performance or disengagement. According to Human Capital Theory (Becker,1964), which emphasis that employee’s skills are key organisational assets required for continuous investment.


Another factor is resistance to change. According to Lewin’s Change Management Theory, employees resist innovation when they do not understand its purpose, perceive it as threatening. (Suela, 2024) Resistance may also be driven by fear of redundancy or job displacement due to automation. Therefore, efficient training must be implemented to reduce employee resistance to changes. This implies that investment in technology needs to be matched by investment in employee development. Ineffective change management, technological transformation may result in low morale and decreased productivity.

Another important factor is resistance to change. Employees may fear job displacement due to automation or feel overwhelmed by new technologies. According to (Herrmann International, 2025) change theory, resistance is likely when employees do not understand the purpose or benefits of change. This highlights the importance of communication and employee involvement 

Furthermore, technological change can impact employee roles and responsibilities. Automation may reduce repetitive tasks but increases the demand for analytical, problem solving and customer service skills. This shift requires HR to redefine job description, identify skills gaps and provide continuous upskilling opportunities. Additionally, the need for continuous learning is a critical factor. Digital systems require ongoing updates and training, placing pressure on HR to provide flexible, cost effective and accessible programs while maintaining day to day operational performance. This emphasises how crucial is to combine technology investments with complete staff developments plans, promote a learning culture and offer continuing assistance through coaching and mentoring.


2.2 Talent Acquisition and Retention
For Marks and Spencer, attracting and keeping staff is a significant challenge, especially in customer facing positions where turnover is high. Flexible working hours and competition from other retailers makes hiring more challenging to draw people who share the company customer focused values in addition to having the necessary skills. Additionally, modern employees prioritise recognition, career advancement, professional development and psychological safety which influence engagement and retention.


Retention is just as crucial. Employees are more likely to stay if they are valued, supported and able to progress in their career. Limited development opportunities or poor management can lead to dissatisfaction and staff leaving the company. As a result, HR must prioritise career pathways, and recognition. Herzberg’s Two Factor Theory supports this, suggesting that motivation is influenced by growth and achievement rather than salary alone. (Nickerson, 2025)

HR also must address generational diversity: younger employees often seek digital engagement, flexible schedules and social purpose alignment, whereas older employees may prioritise job security, health benefits and long-term career pathways. This requires tailored retention strategies that address varied workforce expectations. Moreover, fostering positive workplace culture where feedback is encouraged can drastically enhance employee morale and loyalty.


External factors such as economic shifts, labour shortages and sector specific competition further complicate recruitment and retention. To reduce these risks, Marks and Spencer enhance its employer brand and employee value proposition, offering not only competitive compensation but also a supportive culture professional growth and opportunities for meaningful contribution. By Investing in training programmes and mentorship the organisation can further empower staff, ensuring they feel equipped to meet personal and professional needs.
 	
2.3Diversity, Equality and Inclusion (DEI)

DEI is a key HR concern for Marks and Spencer. They must ensure employees from different cultures receive equal treatment and opportunities because   it is a large company that services varied populations. Challenges include unconscious bias in hiring and promotion as well as the lack of representation of some groups in top positions. Also, Equality refers granting equal access to opportunities. Policy consistency is also essential; managers must apply policies fairly across teams, roles and locations to prevent inequalities and maintain trust.

HR is responsible for making sure that managers encourage inclusive and respectful behaviour in team and policies are applied consistently While inclusion concentrates on fostering a positive work environment. Research suggest that  it’s important to create a positive working environment for the employees because when inclusion is prioritised, helps cultivate a sense of belonging and community among employees, they feel valued and supported in the team, (Butler-Sims, (2024). Social Identity Theory (Tajfel,1979) further explains how bias can occur when individuals benefit their own social groups, highlighting the need for structed DEI interventions.

In addition, jobseekers will be attracted to the company if diversity is promoted and provides equal access to opportunities so top talent employee will be recruited into the team. Promoting diversity enhances employer attractiveness and strengthen the business reputation Moreover, inclusive workplaces help to retain talent more effectively as staff feel supported and respected. Therefore, DEI is not only a moral responsibility but also strategic business objective that improves innovation and performance.

. 
Retention, and Diversity, Equality and Inclusion (DEI). It evaluates the role of department managers in ensuring prompt and efficient implementation and asses current HR strategies used to overcome these challenges. Moreover, to offer evidence-based suggestions for improving workforce skills, engagement and organisational success, the report also incorporates data from industry reports, academic research and HR theory. The findings and the recommendations are intended to promote long term employee sustainability, create an inclusive business environment and ensure Marks and Spencer’s performance in the rapidly changing retail industry.
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To address technological change, Marks and Spencer uses training and online training platforms to help staff members acquire digital skills in response to technological development These methods allow employees to learn at their own speed and use what they have acquired in practical settings. Blended learning approaches, combining e-learning with face-to-face coaching, further strengthen digital confidence and improve knowledge retention.HR system is also used to handle recruitment, performance and workforce planning more effectively. Digital HR systems improve efficiency, data accuracy and strategic decision-making. These tools are helpful, but they need constant assistance and clear direction. Without monitoring and evaluation, training may not translate into improved performance outcomes

In terms of talent acquisition and retention, Marks and Spencer use online recruitment tools and company image to attract candidates. Employer branding and social media presence strengthen the organisation’s employee value proposition. Internal promotions and training effort are helpful in staff retention and career advancement. Regular performance reviews and engagement surveys allows HR to identify issues early. Continuous feedback models are more effective than annual appraisals in improving engagement. However, managers constant application of these techniques is essential. If applied ineffectively across departments, employee perceptions of unfairness may increase, negatively affecting morale and retention.
 

For DEI, M&S has introduced fair recruitment process, equality training and employee support networks. Pay reviews and monitoring of workforce data help identify any inequalities. These practices encourage fairness, but long-term success depends on continuous effort and leadership commitment. Training alone is insufficient unless supported by structural accountability mechanisms such as transparent promotion criteria and leadership KPIs linked to diversity outcomes.
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Departmental managers play a key role in making sure HR practices are fulfilled effectively. Mangers are responsible for supporting employees and turning HR policies into everyday actions. For example, Exactrh.com, (2025) states that a managers must ensure all employee understand HR policies and perceive their value, clear and regular communication is essential. Also, they should be a role model and set a good example. Most importantly they need to make sure policies are applied fairly and consistently within the team. In addition, they should be a good listener within the team and know how to identify staff needs and expectations. However, this responsibility also requires managerial competence, emotional intelligence and accountability mechanisms to ensure urgency.


Technology Advancement
Support and encouraging learning should be given by managers to the staff when new technology is introduced in the business. By showing a positive attitude towards change, managers can help reduce resistance and build confidence within the team, allowing team for training and feedback also improves learning outcomes. Managers are frequently the initial point of contact for staff members when new technologies are implemented. A proactive and supportive management approach can lessen resistance and anxiety. 

Supervisors should promote learning, give time for training, and offer continuous assistance. Employees feel more engaged and appreciated during change processes when there are open communication and opportunity for feedback. Critically, managers must implement these changes urgently by settings short-term performance targets, monitoring adoption rates and addressing resistance immediately. Without active managerial enforcement, technological initiatives risk delay or partial implementation.



Managers also have an influence on recruitment and retention in a company. Participation in interviews helps ensure suitable candidates are selected. Regular communication, recognition and career discussion help improve employee motivation and reduce turnover. Active engagement in performance conversations and structured career discussions help build trust, clarify expectations and align individual goals with business objectives. Leadership behaviours such as transformational and coaching approaches, have been shown to increase motivation, reduce turnover and strengthen employee commitment. However, if managers lack leadership training or fail to prioritise people management alongside operational.


Affecting hiring 
Managers are heavily involved in hiring decisions and are crucial in choosing applicants who meets the needs of the team. Their continuing interactions with staff members have an impact on retention as well. Building trust and motivation is facilitated by regular communication, acknowledging accomplishments, and having career-related conversations. To ensure urgent implementation, managers should track turnover rates, hold monthly retention discussions and escalate concerns to HR quickly.

Encouragement of DEI at work
To ensure equitable treatment and encourage inclusive behaviour, managers are crucial. This entails confronting inappropriate behaviour, encouraging flexible work arrangements when practical, and granting everyone equal access to opportunities for growth. Managers need to apply policies consistently and be conscious of their own prejudice. Managers can foster a positive workplace culture where employees feel valued and included by actively supporting DEI.

Critically, Managers must treat DEI as an immediate priority rather than a long-term aspiration. Setting measurable diversity objectives, addressing discrimination complains promptly and modelling inclusive leadership behaviours are essential for effective implementation. Without managerial accountability, DEI initiatives may remain policy statements rather than lived organisational values.

[bookmark: _Toc225166997]Conclusion Recommendation

Significant HR Issues for Mark Spencer include diversity, equality, and inclusion, talent acquisition and retention, and technology advancement. Modern HR procedures offer useful tools to deal with these issues, but their effectiveness depends on managerial support and regular implementation.
Despite M&S’s adoption of contemporary HR practice, this report has demonstrated that communication, manager capability and accountability still require more attention. When it comes to converting HR strategies into routine actions that affect employee engagement and performance, departmental managers are essential. Without strong managerial lederahip, even well-designed HR strategies may fail to deliver measurable organisational outcomes.

To strengthen its HR strategy, Marks & Spencer should continue to fund digital skills training to ensure employees are at ease using new technologies. Motivation and retention will rise with more defined career development pathways. DEI goals should also be included management performance metrics to ensure accountability and ongoing commitment.

By aligning HR practices with effective management and continuous development, Marks & Spencer can create a skill, motivated and diverse workforce that foster long-term organisational success. In addition to improving employee’s engagement, this alignment will promote an inclusive workplace where a range of viewpoints can flourish. Marks & Spencer can guarantee that every employee feels appreciated and empowered to contribute to the company’s goals by investing in training and support system.
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Appendix 
	HR Challenge
	Key Issues Identified
	Strategic HR Responses
	Expected Organisational Impact

	Technological Advancement
	Digital skills gap among long-serving employees; resistance to change; fear of job displacement; need for continuous upskilling
	• Investment in digital training and e-learning platforms • Blended learning (online + face-to-face coaching) • Strategic workforce planning and skills audits • Change management programmes and clear communication strategies • Use of HR information systems (HRIS) for workforce analytics
	Improved digital capability; reduced resistance to change; higher productivity; smoother digital transformation; increased competitive advantage

	Talent Acquisition
	High competition for skilled retail employees; labour shortages; changing candidate expectations; employer brand pressure
	• Strong employer branding and social media recruitment • Online recruitment platforms and data-driven selection tools • Clear Employee Value Proposition (EVP) • Structured onboarding programmes
	Attraction of high-quality candidates; reduced time-to-hire; improved candidate experience; stronger organisational reputation

	Talent Retention
	High turnover in customer-facing roles; limited career progression; generational differences in expectations; risk of disengagement
	• Career development pathways and internal promotion • Continuous performance management and feedback systems • Recognition and reward schemes • Flexible working arrangements where operationally possible • Mentoring and leadership development programmes
	Increased employee engagement; lower turnover rates; improved morale; stronger organisational commitment

	Diversity, Equality and Inclusion (DEI)
	Unconscious bias in recruitment and promotion; underrepresentation in senior roles; inconsistent policy application; risk of discrimination claims
	• Fair and transparent recruitment processes • Unconscious bias and equality training • Workforce diversity monitoring and pay gap reviews • Employee resource/support networks • Inclusion targets linked to management KPIs
	Fairer workplace culture; improved employee wellbeing; enhanced innovation through diverse perspectives; stronger employer brand; reduced legal and reputational risk

	Managerial Capability
	Inconsistent application of HR policies; lack of leadership skills; weak accountability for HR outcomes
	• Management training in leadership and coaching • Clear performance metrics linked to HR implementation • Regular HR compliance monitoring • Accountability systems for DEI and retention targets
	Consistent HR practice implementation; improved employee trust; stronger alignment between HR strategy and operational practice



