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EXECUTIVE SUMMARY


This report is about how M&S planned and implemented the Change in its organisation which is the 50% share acquisition of and partnership with Ocado online service. In conclusion, M&S planned and implemented the Change due to the fact that it was losing business and the impact of the COVID-19 crisis made it more difficult for the organisation to survive. M&S used Lewin’s Change Management to implement the change. Furthermore, the Chief executive Rowe worked as a Change Agent during the plan and implementation stage. Having the shareholders capital available, M&S had the opportunity to implement the Change. To recommend, M&S needs to revisit its Mission, Vision statements and Value to ensure that in the future when implementing any Change, they act in accordance with what is stated in the statements and value for the organisation. As the result of this Change M&S had shown that they were People Culture however, M&S had moved to Task Culture.   
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1.0 INTRODUCTION 

The 4500-word report has been requested by the analyst of Marks and Spencer and it was compiled by the researcher for the 25th of June 2021. The report provides the plan and implementation of the change and what was affected and the success during the change of Marks and Spencer’s organisations   The areas that will be explored on this report are complex leadership, Change Management Model, Change Agent, The Kubler Ross change curve, The Tipping point’s Seven levers of change, Organisation Culture and the Handy Organisation Culture Model. The sources that have been used for this report are books, articles and websites. Date of submission is 25th June 2021. 





 































2.0 FINDINGS 

Marks & Spencer

2.1 Historical development
 
Marks & Spencer is a popular British retailer who supplies its customers around the world with high quality, good value food, clothing and home products mainly of its own brand (Marks & Spencer plc 2021). Marks & Spencer was founded by a polish refugee, Michael Marks in the year 1884 and was operating under the name “Penny Bazaar”. Later on, the former cashier of a wholesale company, Thomas Spencer partnered with Michael Marks and opened the first store Marks & Spencer in the year 1904 in Leeds (The Guardian, 2008). The headquarter of M&S is located in London, England (M&S Headquarter 2020). Marks & Spencer’s brand is built on its core value of high quality, service, value, trust and innovation. Marks & Spencer’s mission statement is “to make aspirational quality accessible to others”, through the depth and range of its products (Comporably, 2021). Marks & Spencer’s vision is “to be the standard against which others are measured” (Reference, 2021). Marks & Spencer operates 1,519 stores around the globe in 62 International Markets and has over 78,000 employees working for Marks & Spencer’s organisation (Marks & Spencer plc, 2021). Marks & Spencer provides its customers with great value electricity, which is fully renewable. Furthermore, M&S offers customers with M&S Bank which provides many financial services such as credit cards, personal loans, saving and current account, insurances and mortgages (Marks & Spencer Bank, 2021). Marks & spencer’s major stakeholders are suppliers, customers, employees and shareholders (Marks & Spencer plc, 2021). Marks & Spencer’s overall revenue is £10.2 billion, its greatest revenue is from its foods sales which is £6.0b. However, M&S clothing and homeware revenue is £3.2b and has been reducing over the years (Marks & Spencer plc, 2021). According to Wunsch (2020), Marks & Spencer market had share of 3.1% of the UK’s grocery market, a reduction from 2017 of 0.2%. 


2.1.1 Change that was planned and implemented 

Due to the Covid 19 crisis Mark & Spencer has made major changes that was planned and implemented in its organisation to continue its organisation success which is to provide its customers with the best services it can offer. The change that was made was that Marks & Spencer partnered with and acquired a 50% share in Ocado delivery service online in order to provide its customers with a full range of food products that are available in the store which customers cannot obtain as they are not able to physically travel to the store  due to the Covid 19 lockdown restrictions, specially the vulnerable customers (Daily Mail, 2020). Marks & Spencer wanted to be more engaged in the market sector, they planned to offer online delivery service before the pandemic however, they were still thinking who to do it with. Essentially, when the crisis began, Marks & Spencer swiftly decided to do a partnership with Ocado delivery service (Marks & Spencer plc, 2020).  This was an operational change which was implemented due to the fact that the organisation was losing customers which further resulted in loss of capital. In order to survive M&S Chief Executive Rowe had to take on the operational change for the long term. Essentially the operational change was implemented for M&S to operate successfully in the future (Neate, 2019).


2.1.2 The macro (external) influences which impact on Marks & Spencer is Social and Technology factors.
Social
Online shopping is growing, and consumers prefer to shop online instead of visiting the store as it is faster and easier to access everything online which is available in the store (Kulbyte, 2021). Due to Covid 19 crisis consumers are shopping more than normal online shopping (Unctad, 2020). This influenced Marks & Spencer to take the growth opportunity to offer online delivery service with Ocado (Ocado Group, 2020).  

 Technology 
Ocado is a leading technology company that is highly known for its online only delivery service. To explain, Ocado online grocers has overtaken Tesco in terms of stock market. Ocado is esteemed at £21.7 billion in comparison to Tesco £21.1 billion. In spite of Ocado only having 1.75% of the UK grocery market shares (BBC, 2020). Marks and Spencer took the opportunity to join Ocado as Ocado has all the digital technology which Marks and Spencer needs (Ocado group 2018). 

Political 
Due to the Brexit disruption Marks & Spencer suffered massive issue of its supply chain which was Marks & Spencer could not get English goods across the Irish Sea and had to plan more goods from companies on the continent as well as from Northern Ireland and Ireland (Onita, 2021). (Copy of the pestle is on appendix, p17)

2.1.3 Marks & Spencer’s Strength, Weakness, Opportunities and Threat. 

The strength is that M&S had the financial capability to invest £750,000 in the partnership with Ocado delivery service to provide its customers with a range of food online. M&S has a high reputation of its own brand, variety of products and famous designer brands. The weakness is that M&S only has a 50% stake and partnership in Ocado’s online delivery service as a result M&S is not fully in control of the service (Daily Mail, 2020). The opportunity is to get into the online market, gain customers online and increase profits (Marks & Spencer plc, 2021). The threat is that there is significant competition online and M&S’s competitors have already established themselves on the internet therefore they have greater market share in the online market (McDonald, 2018). (Copy of the SWOT is on appendix, p17)    

2.1.4 Change Management

Change management is the procedure and method which an organisation implements and describes change surrounding its external and internal procedure. Furthermore, it allows supporting and preparing staffs, monitoring pre- and post- change activities and establishing the needed steps for the change to make sure it is successfully implemented (American Society for Quality, 2021). 

2.1.5 Importance of Change Management  

Change Management is important because it can lead an organisation to make appropriate and correct choices to grow the organisation successfully by decreasing risks and costs, increase productivity and enhance the profitability (Buehring, 2020).    

2.1.6 Types of Change Management 

According to Sharma of article Whatfix (2020), There are four types of Change Management which are Strategic Transformational/Operational Change, People-Centric Organisational Change, Structural Change and Remedial Change. Marks & Spencer undertook a Transformational/ Operational change, the change was made to increase customers online for long term and gain profit from its grocery sales online (Marks & Spencer plc, 2021).  
Operational Change is a small scope than organisational development. It may affect some of the levels of the organisation or it can be particular a part of the departments or division within the organisation. Furthermore, Operational Change is mainly guided by department leaders or executives. This change is frequently proactive processes to adapt to business change or to enhance procedure for competitive advantages (Kokemuller, 2021)
Operational change is important it includes planning and development of everything before implementing any changes in the organisation. Operational change is linked to communication and administrative procedures which is a highly important during any change is being made (Smith,2014). 

2.1.7 Benefits of Change Management 

There is plethora of benefits to Change Management. According to psychologist and professional coach Connelly (2021), the benefits of Change Management is that it can allow an organisation to respond to its customers’ demands faster. It can Increase customer service and help provide a good service to customers from knowledgeable and confident employees. Furthermore, it can result in larger profits. 

2.1.8 Disadvantages of Change Management

Despite the benefits of Change Management there are many disadvantages. Digital Adoption team (2018) asserted one disadvantage is that, if its inappropriately planned and the employees resist throughout the process then this can lead to destruction of the change which was set for the organisation.  

2.1.9 Resistance to change

Resistance to change is refusing to adapt to the change situation. It can be organised, overt or covert, or individual. Individuals of an organisation may recognise that they dislike or do not want a change and resist publicly which can lead to disruption (Heathfield, 2021). 
To explain, Marks & Spencer’s investment manager at Cavendish Asset Management Paul Mumford, who owns a small portion in M&S and other shareholders did not want to partner with Ocado and acquire a 50% share in Ocado as it would cost a large amount of capital and shareholders of Marks and Spencer thought that Marks & Spencer’s chief executive, Steve Rowe was making the wrong decision for the organisation. However, Rowe convinced the shareholders by stating that the investment is for gaining benefits over the longer term, M&S’s transformation of online grocery shopping in the United Kingdom and it will enable M&S to operate in an immediate scalable, profitable and sustainable way (Neate, 2019). 
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2.2.1 Unfreeze

 This stage is where the change is being processed, includes preparing the organisation to obtain the change which needs to be made. Furthermore, this involves the existing statues before building a new one (Mindtool, 2021). To explain, at this stage of Lewin’s theory M&S’s chief executive Steve Rowe explains to shareholders why this change needs to be done and making sure the shareholders understands this is the best for M&S to join the 50% partnership with Ocado delivery service for the organisation to survive. Investing £750 million will bring benefits to the organisation as due to COVID-19 crisis M&S stores did not sell enough and this led to a massive loss in profits in the last few years which made more problems for the organisation to survive (IG.com 2021). Rowe also discusses the benefits which will be for the organisation such as profitable, sustainable way and scalable method of operating by joining Ocado. Moreover, he stated that this is a long-term transformation for M&S of online grocery shopping in the UK (Neate, 2019). 

2.2.2 Change 

This is the stage where the implementation of the change becomes real. In the change process the people who are involved learn new ways of thinking, the new procedure and behaviours. To explain, in this stage of the theory M&S processes the implementation of the 50% partnership with Ocado. During this process M&S monitors the procedure closely to see how well it is doing, due to the fact that they have invested £750 million of all the shareholders capital to partner with Ocado. To add, M&S ensures at this stage that the supply chain is ready to provide and process thousands of product photos and data fields for the website. Developing 750 new products and the terms preparing to go live online to deliver the service (Marks & Spencer plc 2020). 

2.2.3 Refreeze 

In this stage the people of the organisation need to provide support, training and advice to continue the processes of the change. Identify any barriers to sustaining the change and continue to highlight the benefits which has been achieved and will be achieving (Mister Simplify 2020). To explain, at this stage of Lewin’s theory M&S notices how well this operational change has increased food sales massively online by partnering with Ocado. The food orders have increased by size of five items per basket which is higher than Ocado’s previous partner Waitrose. Furthermore, results showed that M&S customers accelerated move to online increased M&S food sales by 12 million and gained new customers online (Ocado group, 2021). M&S added more products online, especially everyday essential products such as fresh items, giving this positive feedback to all the shareholders and reassuring them that it was worth investing £750 million as it will bring the organisation long-term profits and increase new customers online which is competitor advantage (Marks & Spencer plc 2020).

2.2.4 The benefit of Lewin’s Change Management model

The benefit of using Lewin’s model is that it is presented in the simplest way, it is easy to work around the model and apply it into an organisation change which is required. Furthermore, the model minimises the problems with conflicts by being aware of it earlier on (Smith, 2013). 

2.2.5 Advantage & disadvantage of Lewin’s model

There are many advantages of Lewin’s model, according to Zerodha, (2021) one advantage is that unlike other processes, the change model is easy to implement and acknowledge into one’s organisation. The model only requires a few steps which can be conducted in a short period of time. Moreover, the model results on well organised procedure therefore, it does not affect the organisation continuity. The model can be implemented by any organisation which requires change. 

Despite the advantage however, there are disadvantages of the model. One disadvantage according to Vinerlaiho, (2014) is that Lewin’s model is very goal, plan and retinal orientated. The change seems to appear correct on paper, as it constructs makes rational sense. However, when implementing the change, the lack of considering an individual’s experiences and feelings can result in negative results. To explain, individuals of the organisation might get excited about the new change, in which they avoid the attitudes, feeling, past input or experience of other employees. This results in the individual facing either less interest or resistance. 



2.3 Leadership and Management of complex areas


2.3.1 Leadership 

Leadership is a process which includes goal achievement, involves influence and it occurs within a group or organisation context (Torrington, Hall & Taylor, 2002). 
Leadership is a significant purpose of management so therefore; it helps to increase efficiency and attain an organisation’s aims. It is important that a leader must play the role of a guide for the subordinates (Management Study Guide, 2021). 

2.3.2 Management 

Management relates to the functions of organising, controlling, planning and directing which are a set of principles. The purpose of applying these principles in harnessing financial, physical, human and informational assets efficiently and successfully to attain organisational aims (Management Study HQ, 2021).

During the planning and implementing M&S change process, the leaders who were involved was M&S’s Chief Executive Steve Rowe (CEO), the managing director of M&S’s food, Stuart Machin, Ocado’s founder Tim Steiner and Chief Executive (CEO) Melanie Smith of Ocado retail who were happy to go ahead with the 50% partnership deal. However on the other hand, Paul Mumford, the investment manager at Cavendish Asset management, who owns a small share in M&S, Neil Wilson, the Chief market analyst at market.com and Richard Chamberlain an analyst at RBC Europe were against the decision and said that the partnership with Ocado is too expensive and it is too late for M&S to enter the online market (Neate, 2019). 
Furthermore, Nick Bubb, an independent retail analyst, said that why does M&S want a partnership with Ocado when Ocado services with Morrison and other organisations this does not seem correct (Neate, 2019). 

2.3.3 Complex areas

How M&S dealt with Complex areas when planning and implementing the change.  
To explain, M&S had to deal with the complex areas during the planning and implementing stage of the change which was getting the financial department and the shareholders to understand why they need to partner with Ocado. Shareholders and the financial department were not agreeing with the plan as it will cost 750 million of the shareholders capitals which is a big amount. M&S CEO Rowe had to explain to them if M&S do not partner with Ocado then M&S business will not survive, as due to the COVID-19 crisis which negatively impacted M&S who is already in loss. Furthermore, customers are not shopping at the store due to the lockdown restrictions which is making the business lose customers. To survive Rowe said they will need to join the 50% partnership with Ocado online service by acquiring half of Ocado’s retail business as majority of people are moving to online shopping due to the pandemic, M&S needs to take this opportunity to build its business back up and succeed in the supermarket industry. To motivate the financial department and shareholders Rowe mentioned that this change is for the long term and it will bring benefits to the organisation such as gaining new customers online, making high profits and be competitor advantages. Rowe also communicated that if M&S do not partner with Ocado then the disadvantages for M&S is that they will get into more debt, lose customers, no profits will be made and will need to close more stores which will result in employees losing more jobs. M&S had support from Ocado founder and CEO and M&S’s food managing director and moreover as the shareholders capital was available, the CEO of M&S Rowe had to go ahead with the partnership in relation for the business to survive (Daily Mail, 2020).  
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M&S’s Chief executive Steve Rowe worked as a change agent, motivating shareholders to agree with the change so that the organisation survives. He took full control of the change and worked towards the achievement of the organisation. To explain, Rowe influenced the shareholders he highlighted the benefits the partnership will bring to the organisation and he also stated that if the partnership does not go ahead then M&S will not survive as it is already on the final stage of survival. He worked as a strong Change Agent to bring M&S to operate the new change successfully (8connect, 2019). 

Advantages of internal and external Change Agents 

There is a plethora of advantages of Change Agents. According to Change Management Forum (2014), the internal Change Agents have greater knowledge of the organisation and are more swiftly available. In addition, the internal Change Agents possess significant authority and control and need less out-of-pocket expenses. On the other hand, there are advantages to external Change Agents which is that they have more technical skills, competence and knowledge. Additionally, external Change Agents can handle diverse problems as they have special experience. Moreover, objective views of an organisation and its problems are held by external Change Agents. 

Despite the advantages however, there are disadvantages of Change Agents. 
Lotich (2018), asserted that one disadvantage of utilising an external Change Agent will affect the organisation culture as they do not have the understanding and knowledge of the culture that the organisation has. Furthermore, when the external Change Agent leaves, the organisation will find it difficult to maintain the process. 









2.4.1 The Kubler Ross change curve
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 Dr. Elisabeth Kübler-Ross created the Kubler Ross change curve in the year 1969 (EKR Family Limited Partnership, 2021). The ‘change curve’ of Kubler-Ross explains the inner emotional drivers that an individual normally experiences when commencing with the change and transformation. There are five stages of the Kubler Ross change curve which are “shock and denial, anger, bargaining, depression and acceptance” the stages an individual go through during the change (Change Quest Ltd, 2021).

During M&S’s planning and implementing stage of the change, the reaction the organisation faced from the employees was that at the stage of shock and denial, M&S’s 7,000 employees were infuriated and aggrieved as the new change will result in them to lose their jobs (Munbodh, 2020). 
At the stage of Frustration and depression, for example M&S’s employees had to learn and develop new data skills and undertake training for the new change (Webber, 2018). Furthermore, Stuart Machin, the M&S Food managing director, pressured the employees to complete their work correctly for customers as if they do not do it correctly from the start of the partnership with Ocado, M&S may end up having the same fate as Ocado’s previous partners, such as Waitrose who had an 18 yearlong partnership ended, which is getting removed from the partnership (Craven, 2020). This left M&S employees frustrated as it was new to the employees of shifting from a traditional high street model to digital processes which was needed to complete the transformation of the plan (Webber, 2018). 

2.4.2 Advantage & disadvantage of the Kubler Ross change curve model

There are many advantages of this model. One advantage according to Tahir (2019), is that the model is very simple to understand and can be applied to any circumstances. It can be related to an individual’s personal life as well as the professional life and can be able to acknowledge the transitional phases. 
Despite the advantages however, there are disadvantages. One disadvantage according to Connelly (2020), is that not all individuals agree that the model is useful. To elucidate, most critics assert that that the five stages are overly simplistic and do not sufficiently explain the various emotions people experience when going through change. Additionally, the model is criticised as it makes assumptions regarding broad applicability. Critics state that it is improbable that people across the world experience the same emotions and reactions. 


2.4.3 The Tipping point’s Seven levers of change

The Tipping Point’s Seven Levers of Change was created by Andrea Shapiro. The framework was created to help implement organisational change for the purposes of improving workflow or reducing cost or increasing quality. This includes employees so therefore; effective change happens when employees are involved. This requires unrelenting leadership thus giving the employees the support and tools they need to achieve for the change to happen (Shapiro, 2017). 
The framework consists in seven areas which are Contacts between advocates and Apathetics, Mass exposure, Hiring advocates and Removing resistors these are people support and Environmental support are 
Walk the talk, Ensure reward and recognition supports the change, Make sure that the infrastructure is in place to support the change. 
These seven levers of change set people’s commitment in action and give it momentum. The levers are to represent the seven aspects which require attention and planning for successful change management however it is not intended to be a formula (Shapiro, 2012).
2.4.4 A Positive Epidemic
An organisation needs to produce the correct conditions for ‘positive epidemics. For an organisational change there could be epidemics of commitment and enthusiasm. An organisation will need to identify the characteristics which motivate change in order for acceptance to become contagious and spread, without difficulty or effort, throughout an organisation (Shapiro, 2021).
In change one can categorise individuals into four groups which are 
 Apathetics – “People who feel disconnected to the change or unaffected by it” (Shapiro, 2021).
Incubators – “People who are thinking about how the change affects them or their work environment” (Shapiro, 2021). For example, M&S’s employees as they will lose their job due to the change and Shareholders as their capital will be used for the change. 
 Advocates – “People who are full of enthusiasm for the change” (Shapiro, 2021). For example, M&S’s chief executive Steve Rowe, M&S’S food managing director Stuart Machin, Ocado’s founder Tim Steiner and its CEO Melanie Smith. 
Resistors – “People who are actively against the change” (Shapiro, 2021). For example, Paul Mumford the investment manager at Cavendish Asset Management, Neil Wilson the chief market analyst at market.com, Richard Chamberlain an analyst at RBC Europe and the independent retail analyst Nick Bubb. 
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2.5.1 Importance of organisation culture 

Organisation culture is important as it brings an organisation’s success. Leaders and managers will be in a good position to implement plan of actions to achieve their aims if they acknowledge the culture of their organisation (CMI, 2021).  


2.5.2 Handy model of organisational culture 

Handy’s model was created by Charles Handy and Roger Harrison. The model was designed to set out four different types of organisational cultures. The four types are Person, Task, Role and Power Culture (Toolshero 2021).  

Power Culture- is made of a few people in the organisation. They are to give permission for any work to be undertaken and make decisions which are required. They are highly important people of an organisation. To explain, they order the employees in what needs to be done and when it needs to be done, employees do not have the permission to express their own options or implement their ideas with the organisation (Juneja, 2021). 

Role Culture- is where the manager gives responsibilities and roles to its employees of the organisation and the employees decides what they want to do and happily accept the roles (Juneja, 2021). 

Person Culture- is when an individual is only interested in their own needs instead of the organisation (Juneja, 2021).

 
Task Culture- is when the individuals of an organisation with the same interests come together as a team to achieve an objective or solve a problematic issue of the organisation (Juneja, 2021).

By looking at M&S’s Mission, Vision and values it seems that M&S’s organisation culture is people culture as they make effort to enhance customer service, employing the right people, market research and training. This shows that they are customer driven. They want the utmost best for their customers which includes treating employees with respect, giving them a voice in the workplace and the right to be represented to achieve organisations goals. However, due to the change they undertook it appears that M&S’s organisation culture has been affected as they did not follow what they have stated on the mission, vision and their value instead they have focused on what is best for the organisation to survive. To explain, M&S did not take into account of the 7,000 employees losing their jobs when the partnership started with Ocado online service as they were more worried about organisation survival. M&S chief executive, Food directing manager and shareholders worked together to plan and implement a partnership with Ocado for the survival of the organisation. This substantiates that M&S has moved from People culture to Task culture (M&S People Principles, 2019).   

2.5.3 Advantages and disadvantages of Organisational Culture 

There are many advantages of an Organisational Culture, one advantage is according to Smith (2020), is that the right culture can lead to organisation efficiency. To explain, when culture is supported the whole organisations employees will produce and perform better which then leads to organisation success. 
Despite the advantage unfortunately there are disadvantages, one disadvantage Rodriguez (2010) stated is that error of judgement when implementing cultural changes can end up with no effect. To explain, the employees may not perform and produce how they should if the cultural change is not appropriate and this will lead to the organisation becoming unsuccessful. 























3.0 CONCLUSION


3.1 Having the shareholders capital available, M&S’s Chief executive had planned the change for the organisation’s survival by acquiring a 50% share and partnering with Ocado online service which has lead M&S to success in the online market. M&S providing customers the full range of food product online has gained them new customers as well as regular customers. The change was planned, and it has gone how it should be however, there was complex that had to be solved during the implementing stage such as getting to shareholders to support and comply for the partnership to begin. Due to the change, 7,000 employees have lost their jobs and the employees that was working during the start of the change felt that there was too much pressure from M&S to get the implementation right, this led to the organisation not being People Culture as stated on their mission, vision and value instead it showed that M&S is more Task Culture as the organisation focuses on what is best for organisation. M&S Chief executive Rowe had used Lewin’s Change Management to implement the change and it was successful. M&S Chief executive Rowe had worked as the Change Agent motivating shareholders to trust him in this change process. He had taken full control on the plan and implementation of the change, he acted as a strong positive Change Agent to bring the organisation to success and it was successfully completed. 
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4.0 APPENDICES 
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2.2 Lewin’s Change Management Model

Kurt Lewin was a physicist and social scientist, he created Lewin’s Change
Management in 1940. The model is made of three stages which is Unfreeze, Change
and Refreeze. Lewin believes that organisation change goes through three stages
process and it only happens when people who are involved are motivated significantly
throughout the change (Mindtool, 2021).
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2.4 Change Agents

A Change Agent is an individual who is in full control of everything for managing
change activities in the business and introduces change or brings change into the
organisation. Furthermore, they are the individual who works towards the achievement
of the objectives or aims of the business, increased consideration, conflict resolve and
more leadership. A Change agent’s behaviour is mainly known of a creator of the
change. Employees of the business or external consultants, managers or non-
managers can be change agents. Moreover, the internal executives of any
organisation can work as a consultant with the change agent for creation of a
collaborative relationship (O’Reilly Media, 2021))
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2.5 Organisation Culture

Organisation culture is made of its expectations, values and practices that mentor
and communicate the actions of all group members. It is the collection of
characteristics that make an organisation what it is. An excellent culture exemplifies
positive characteristics which leads to increased performance while a flow
organisation culture creates qualities that can obstruct even the many successful
organisations (Wong, 2020).
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SWOT Analysis

Strengths

M&S financial capability
Reputation of its own brand

Weaknesses

50%  partnership  delivery
service with Ocado not fully in
control.

Opportunities

To get more into market sector
Gain customers online
Increase profits

Threats

Competitors
Significant Competition is high
online
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Pestle Analysis

Social
Online shopping is growing.
Customers prefer online shopping.
Influenced Marks and Spencer to go online.

Technology
Ocado highly known for online technology company
Marks and Spencer took the opportunity to join.

Political
Due to the Brexit M&S suffered massive issue.
Planned another route for supply.
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