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[bookmark: _Toc68768769]Introduction
Community management means maintaining and sustaining a good relationship with the networks of the organisations and make sure that the community will be satisfied with the organisation. Marks and Spencer are an international retailing company and they have 700 locations in different countries. In this report, the social performance and the social activities of “M&S” will be discussed. How they are making community management and how they are maintaining a good relationship with their employees and customers. Also, how they are giving training to their employees regarding community management will be discussed. Also, some recommendations and feedbacks for “M&S” will be given (Apsalone, 2018).
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Marks and Spencer Company is a multinational retailer and headquarter is in London. They sell products like clothing, home products, and food products. The company was founded in 1884. The company has 1463 locations. The revenue of the company is £10,181.9 million (Banerjee, 2017).
[image: Marks & Spencer – SES-imagotag]
Image: “M&S”
Source: (De Coster, 2017).
Mission: 
The main mission of the organisations to make sure the customers are getting products at reasonable prices.
Visions: 
The vision is to make sure they get more responses from worldwide and get huge customer value
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[bookmark: _Toc68768772]Introduction of Social program and business and the expected benefits from it to the society
The main aim of the social programs and social businesses is to maximize profit by creating welfare and maximizing social benefits and social welfare. The profit which will be generated will be used for further social work. The social program is all about collaborating with the workers so that they can work together and achieve the shared goals. By the social performance, the workers can make difference to society and can help their community (Sitshange, 2014). By this social program, the organisation can attract customers more and can gain competitive advantages. The benefits are given below:
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Image: Social Performance
Source: (Saint-Amans, 2016).
Increasing employee satisfaction
The organisations that work for the development of the community also work for making their employees satisfied. They give fair rights and fair wages to their employees and they become more productive by this. Also, if the employees get more engaged with the community, they will be more productive and will work more (Biernat, Krzepota, and Sadowska, 2020).
Improving public image
Social programs can make sure that the company is getting a good public image and they will get attention from the customers. The community will feel good buying the products from them to know that they're doing something for society.
Development of the community
The social performance will make sure that the organisation is doing something for the development of the community and they will make sure that the community is getting all the facilities. They will try to solve any social problems of society (De Coster, 2017).
Contribution to the society
By the social performance, the organisations contribute their best to the community and the society. They can invest in education and the advantages of the children by contributing to charity and other financial incentives.
Environment
Because of the social performance, many organisations are focusing on recycling and not using any harmful chemicals. This makes sure that the environment is getting safe and pollution-free because of the social programs; the environment is getting less polluted (White, 2019).
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Marks and spencer have 81000 employees from different countries and most of them are from the UK. They have over 700 shops and they have to make their working environment more engaged to make sure everyone is connected. They always get connected with their employees and try to make good communication with them. Marks and Spencer try to hear from their stakeholders, about their interests in their recommendation, and for this, they have a good internal organisational network. They also hear from their community so that they can work for their community (Saint-Amans, 2016).
Their Innovation
Marks and Spencer are using intranet features in their organisations for better employee engagement. They are using Yammer so that they can make a foster employee engagement. This feature also complemented their previous internal communication tools like email, employee magazine, and noticeboard. They are now being able to share the documents and other files easily. Also, Yammer is making sure that the employees can easily use tablets so that they can help them in finding and selecting products (Jnaneswar, 2019). Also, the employees can easily upload videos about their products and their campaigns on the intranet, and the videos are shown as a chat show to make sure that all the employees are known about this.
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Image: Yammer
Source: (Apsalone, 2018).
Previously the employees of Marks and Spencer used to connect with the customers by their Facebook page and they used to share the posts and videos via Facebook pages but they faced security issues. After inventing Yammer, they use this intranet for their communication. They are being able to engage with the company fast (White, 2019).

[bookmark: _Toc68768774]The different eras of the organisation and highlight how their community engagement has evolved
First of all, there was not any collaboration of work among the employees and they used to unaware about the current information of the organisations. Then Marks and Spencer became active on their Facebook page. The employees used to comment and interact with the customers by the Facebook pages. The employees were active on Facebook pages and they had to upload videos about their products and their campaigns on Facebook pages (White, 2019).
The Facebook pages used to handle by the dedicated team and sometimes the employees used to miss the communications. Also, the employees couldn’t use the Facebook page because of strict security policies for their brand image and their customer relationship. For this, the interactions of their employees with the customers got reduced (Ferencakova, Gajdka, Netek and Kapoun, 2020). 
After that Marks and Spencer initiated Yammer which is an internal networking system. By the intranet, they can easily upload their work and their communication and can share these with others. The employees can easily interact with the customers and can understand their demand and their feedbacks. Out of their 70,000 employees, 10,000 employees are using Yammer and they are regularly using this. With the new interactive network, they can easily interact with their employees, share ideas and resolve any problems easily (White, 2019).
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Marks and Spencer believe that they can be more engaged with their community if they focus on the social media platform. They have their Facebook pages where they have 90,000 fans and also, they use Twitter where they have 4500 engagements. They use their Facebook pages to communicate with their customers and get feedback from their customers (Apsalone, 2018).
By Twitter, they used to make their promotional activities. They used to promote their business by using Twitter. M & S also focuses on their websites so that they can launch their campaigns and their new products to their websites. They also restructure their websites to make sure that the customers can get products with one click (Komodromos, 2017).
“M&S” has their special team that handles their social platforms and they believe that if they work on the interpersonal skills of their team. The social media handlers publish different campaigns so that they can engage with the customers. The employees have to learn how they can attract customers by making videos and by replying to their comments. The creativity and negotiation skills make the employees more efficient to handle social media platforms (White, 2019).
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Figure: Social media platforms to develop the business (Apsalone, 2018).
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Explain the training and development required to make the employees productive to deal with the socio-cultural issues
There is a diversity of culture in the workplace and also there are different types of social activities which van makes sure that the organisation is gaining more customer attention and also, they can gain more brand image by their social performances. “M&S” always focuses on their socio-cultural issues and for this; they train their employees so that they can perform better in their socio-cultural activities (Apsalone, 2018).
“M&S” focuses on volunteering work for the employees to different places and for this; they train their employees so that they can work better. Also, the employees have to engage with the customers and have to gain good communication skills to know their feedbacks. “M&S” also gives their employees communication and negotiation training to make sure that the employees will be able to make proper communication with the customers (Budiawan, 2020).
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Figure: training and development (White, 2019).
Also, “M&S” gives training to their employees so that they can use their digital intranet system properly. “M&S” gives training so that they can share their ideas and thoughts with other employees and can interact with the customers properly. In “M&S” there are employees of different countries who have different norms, values, and beliefs. “M&S” always inspires their employees to respect the other employees of different cultures. They have their code of conduct which is followed by all of their employees. First of all, make their employees are known to the company culture and code of conduct, and based on this all the employees maintain the workplace (Apsalone, 2018).
[bookmark: _Toc68768777]Why the organisations need to adopt a forward-looking approach in training their employees on multi-culturist & the external factors in building a sustainable relationship 
“M&S” has to be forward-looking to train their employees so that the employees can know more about the digital process of business activities and can accept employees from different cultures. If the company is focusing on a forwarding-looking approach the employees will be more upgraded and they will be able to be more connected with social platforms. They will be able to use the new websites and new intranet of the organisations (Apsalone, 2018).
The skills and competencies of the employees have to be up to date and this can be possible with proper training. The employees have to get continuous training from the organisations (Christopher, Leung, and Leong, 2017). Also if they can get up-to-date training they will be able to adapt with multicultural and they will be able to work efficiently with the employees from different countries. 
To make sure that the organisations have built a good relationship with the other networks they have to win their trust and they have to make open communication with all of their stakeholders. They have to analyse some external factors like social and economic factors. “M&S” has to know the cultural differences of the customers and their stakeholders and based on the differences they have to make different styles of presenting themselves and different styles of communication (White, 2019).
As “M&S” have their shops in different countries, they have to understand the cultures of the countries and they have to behave based on the culture the country has adopted. For this “M&S” has to analyse the social factors to make good communication with the employees and other stakeholders (Vincent, 2017).
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How “M&S” make their community engagement better to get the competitive advantage
“M&S” always focuses on community engagement and they try to hear from their community and know about their interests and their feedbacks. “M&S” used to focus on their Facebook pages and Twitter so that they can interact with their customers and employees. Then they launched the interact network Yammer so that the employees and they can get good communication within the organisations (Apsalone, 2018).
“M&S” can develop its community engagement by focusing on its digital platform. They have to make their network stronger and have to make their website more upgraded so that the customers can get all the products and all of their queries easily. Also, they have to make their shops more digitalized so that they can present good information about their organisations. “M&S” has to focus on its CSR activities more. They have to make sure they are doing their social performance in a better way (White, 2019).
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Figure: Community engagement (Apsalone, 2018).
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“M&S” is a popular retail company that is operating their business globally and they have a huge community of theirs with whom they are trying their best to make good communication. “M&S” tries to hear more from their community and develop their business based on the feedback of their community for this they are trying to make a good internal networking system. Also, they train their employees to make their communication with their community stronger. “M&S” should focus more on their digital operation activities so that they can sustain good relations with their employees (White, 2019).
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