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Identification of a Business Problem
[bookmark: _Toc235289984]Background 
The global retail industries are undergoing a trend of digital transformation, as it had accelerated need for operational cost reductions along with frictionless consumer experiences. In the United Kingdom, the traditional brick and mortar retailer had phased out manned point of sales in favour of automated checkout system, digital customer services screen and self-service kiosks (Dutta, and Sandhane, 2022). The digital shift proven to benefit with lower immediate transactional costs and even optimise the store foot traffic, as it can even fundamentally alters workplace environment. However, in complex condition it can introduce complex operational stress for the frontline employees who must adapt this automated environment without any adequate support. 
[bookmark: _Toc235289985]Organisational context
Marks & Spencer (M&S) is one of the premier flagship of retail sector at UK; the organisation is currently operating over 1000 store across different section of clothing, food and home divisions. Previously, Marks & Spencer’s competitive advantage was dependent in their brand reputation as they are having exceptional customer service with premiums consumer care. It traditionally derived by the highly trained employees with premium customer care services by long served store employees (Marks & Spencer, 2026). However, for defending current market competitiveness and maintaining market share require digital transformation. To maintain their brand reputation and legacy of premium customer services Marks & Spencer launched sweeping modernisation strategy that includes rapid, widespread rollouts of the automated self-checkout terminal. However, the rapid shift resulted in creating disruption in traditional store floor environment, which transformed frontline staff into trouble-shooters. 
[bookmark: _Toc235289986]Problem statement 
The rapid deployment of automated checkout system at Marks & Spencer has created severe spike between frontline employee workplace stress as well as risk of job dissatisfactions. It directly accelerating employee’s turnover intensions, the frontline workers forced to manage multiple automate terminal and resolving machine software errors that even increased customer frustration due to technical glitches (Xiaoxin, Konar, and Ali, 2025). This created dramatic inflation of emotional and cognitive workloads that created toxic work conditions. 
[bookmark: _Toc235289987]Rationale of research 
Investigation on chosen topic is financially and strategically significant for Marks & Spencer. It will help in escalating staff turnover rates and reducing operational cost, which incurs in recruitment process, training and on boarding of employees. The loss of front line staff is leading to degrade service quality in customer services (Bhattacharyya, 2024). The research report essentials to bridge current gaps present in between human resource stability and technical deployment.  The research study provides Marks & Spencer management optimise the automated workflow and ensure that future digital innovations can protect and sustain human capital stability. 
[bookmark: _Toc235289988]Research Aim, Objectives & Questions
[bookmark: _Toc235289989]Aim 
· To evaluate the impact of automated checkout technologies on the frontline employees retention within the UK retail sector, a case study on Marks & Spencer
[bookmark: _Toc235289990]Objectives 
· To measure the impact of automated checkout technologies among frontline employee turnover intensions by collecting survey responses from sample of M&S staff within first 30 days of project 
· To evaluate top operational and psychological challenges faced by frontline staff by completing data analysis and correlation analysis within the 5 week window 
· To formulate strategic recommendations for risk mitigation to finalised managerial roadmaps within 30 days of project cycle
[bookmark: _Toc235289991]Questions 
· How extent deployment of automated checkout technologies can influence turnover intentions and the retentions rates of frontline retail staff? 
· What can be the primary workplace and operational challenges faced by M&S employees during self-service system? 
· What is possible evidence based recommendations to overcome challenges and even stabilise the human resource retention at M&S? 
[bookmark: _Toc235289992]Critical Literature Review
[bookmark: _Toc235289993]Theme 1: impact of automated checkout technologies among frontline employee turnover intensions
Existing literature by Sobaih, Elshaer, and Abu Elnasr, (2025) collectively suggests that the direct correlation exist in between the implementation of Self Service technologies and escalating intension of staff turnover. However, Arnold, and Marinova, (2023) provide a contrasting perspective by arguing that fundamentally  the approach disrupted traditional work dynamics and even trigger acute feeling in frontline employees due to role obsolescence, chronic stress and peer pressure that directly impacted employee’s job satisfaction and job security. However, Xiaoxin, Konar, and Ali, (2025), provide contrasting view arguing that the automate infrastructure can help in actively mitigating frontline turnover, as it help in absorbing high volume task, managed transactional tasks and even managed pressure during rush timings. Eventually, it automated system at M&S, freeing up employees to have their major focus over customer service roles. 
Taken together, the evidence indicates that technological transformations include massive risk such as staff destabilisation that resulted in creating an impact on retention and role configuration.  
[bookmark: _Toc235289994]Theme 2: primary workplace and operational challenges faced by M&S employees during self-service system
A growing body of Salmon, and Godley, (2025) literature highlights that frontline worker faced some intense pressure from the system driven workloads and heightened customer friction. The automated checkout should completely eliminate physical labour but rather than this shift employee responsibilities and pressured them to manage different task and register at the same time, analysing system’s  errors, software glitches and absorbing customer frustration  that eventually caused by automate check out software. Conversely, De Oliveira, and et.al, (2025) highlight several limitations associated with this interpretation and indicated that environmental and structural factor like poor store layout and flaw in  hardware design drive workforce friction more than the technologies. 
Collectively, these findings suggest that the challenges, which faced by Marks & Spencer’s employees, were mixed of operational complexities and system failure to make alignment in store floor designs along with digital tool capabilities. 
[bookmark: _Toc235289995]Theme 3: evidence based recommendations to overcome challenges and even stabilise the human resource retention at M&S
Current literature collectively emphasises that human resource management is the most critical factor that can be implement in organisation to stabilise workforce retention at the time of sweeping digital overhauls. The empirical data indicate that implementation of comprehensive and continued upskilling approaches are required to combat workplace stress. In contrast, Boyani Mogire, (2024) challenge this viewpoint by suggesting that having standard training module are insufficient, as they argue that the retails firms should offer some tangible economic adjustment instead, for example dynamic compensation, career advancement pathways and restructuring responsibilities of store leaders. 
The synthesis of literature suggests that having a sustainable employee retention require some multi-dimensional strategy that will combine the technical upskilling along with tangible financial as well as leadership support. 
[bookmark: _Toc235289996]Literature gaps
The research topic is having extensive academic focus among the retail automation, but there is still a critical gaps remain in between that is how the frontline employees experience from the rollout of multiple self-service technologies in the premium department store. The existing literature focuses over the grocery supermarket and even completely overlooks unique context of high street brand such as Marks & Spencer, where the consumer are expecting high touch premium services. Furthermore, the recent studies have their major focus over analysing concept of automated checkout isolations. The researcher failed to examine compounding stress which was created when the frontline staff must have to manage traditional checkout terminals and even automated changing hubs all the once. 
The empirical data lack in quantitative metrics, which are like with real time machine failure rate directly to the employee turnover intentions. The research depends on general qualitative perception of technology that is creating academic gaps regarding how specific the technical performance can influence frontline resignation. The included research study will help to bridge critical gaps by having exploration of multi system automation in the premium retail market of UK. 
[bookmark: _Toc235289997]Theoretical framework
Technology Acceptance Model (TAM): Fred Davis has developed theory of technology acceptance model in year 1989. The TAM theory explain that decision of individual to accept or reject a new technology, are dependent on it perceived usefulness as how much it believe system can improve their job performance and then it is dependent ease of use as how new technology can effortlessly expect system to be. The theory is directly linked identify its impact of automated checkout technologies among frontline employee turnover intensions and primary workplace and operational challenges faced by M&S employees during self-service system (Schorr, 2023). 
Job Demands-Resources (JD-R) Model: Arnold Bakker and Evangelia Demeroti had significantly develop Job Demand resource model in year 2001. The model that every job environment divided in different categories, as the job demand is physicals and organisational part of job require sustaining efforts. Meanwhile, the job resources are positive structural element that helps in achieving business goals and reducing job demands (Scholze, and Hecker, 2023). The framework will outline challenges faced by organisation and evidence based recommendations to overcome challenges and even stabilise the human resource retention at M&S. The model will identify different resource gaps, help in building evidenced based recommendation to stabilise employee retention in organisation. 
[bookmark: _Toc235289998]Research Methodology & Design
[bookmark: _Toc235289999]Research approach
The research study will include deductive mixed method research under the pragmatism philosophy to analyse established business framework, as it will include both qualitative and quantitative data. Combining quantitative data along with qualitative insight allow research study to explore problem. This approach will ensure to include highly comprehensive as well as balanced analyses that help in overcoming limitation of single methodology (Saunders, Lewis, and Thornhill, 2019). 
[bookmark: _Toc235290000]Data collection method 
The research study will be using both primary and secondary data collection. Primary data will collect with a digital survey questionnaire for measuring staff stress level (Adams, et al. 2007). Meanwhile, secondary data will collect from pre-existing research study related to the impact of advanced self-checkout system, related articles, books and journals. The chosen approach provides deep personal insights related to specific operational realities among retail automation. 
[bookmark: _Toc235290001]Data analyse method 
The collected data from primary and secondary data collection method will be analysed using a dual framework approach. Quantitative data that is collected survey will process in Microsoft Excel using charts visualisation and percentage analysis to identify clear mathematical trends. While, the secondary qualitative data undergo the process of thematic analysis to effectively articulate statistical finding real world’s worker narrative (Mok, Mackenzie, and Thomson, 2023). 
[bookmark: _Toc235290002]Data sampling strategy 
The research study include stratified sampling strategy and it target frontline 100 employees currently working at Marks’ & Spencer who are having daily self-checkout operational experiences. The inclusion criteria for secondary data collection will be strictly limited to peer reviewed academic journals, industry reports, financial report that are published in between year 2021-2026. 
[bookmark: _Toc235290003]Research ethics
The research include primary and secondary data collection, as it implement strict ethical strict protocol to eliminate academic risk. The included participant will have voluntary participation and each of them will have informed consent from prior the process of survey. The personal identifier will be remove to maintain anonymity and the stored data will be encrypt to secure drivers as per the compliance of UK GDPR regulations (Benyahya, et al. 2022). 
[bookmark: _Toc235290004]Data reliability and validity 
The research study will achieve high reliability as well as validity by establishing a peer reviewed Technology Acceptance Model (TAM) and Job Demands-Resources (JD-R) Model. Meanwhile, the validity of research study will be secure by using measurable and real world metrics of M&S. 
[bookmark: _Toc235290005]Business Relevance & Practical Implications
[bookmark: _Toc235290006]Decision-Making and Operational Improvement
The research study will help chosen organisation to optimise their business operation by having an identification of precise emotional and technical friction points (Pesce, and Neirotti, 2024). The manager of M&S can make a data driven decision to manage automated checkouts and balancing digital efficiency along with employee wellbeing to lower recruitment cost and turnover rates. 
[bookmark: _Toc235290007]Potential Recommendations 
The emerging strategies include launching a continued digital upskilling pathway, which will customise employee feedback channels for system errors and even introducing a human centric automation. This recommendation will help to upgrade frontline staff to sustain high workforce retention (Smith, and et.al, 2024). 
[bookmark: _Toc235290008]Contribution to applied business research 
The research project execution has deepen my understanding toward the applied business research, as it is demonstrating hoe included academic theoretical framework can solve real corporate issues. It even concludes that academic theory must align with measurable fieldwork timeline to have strategic solutions. 
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