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Workplace Culture and its Impact on Organisational Efficiency

Executive summary
The study has explained various external factors that affect the business operation of Mark & Spencer in the current pandemic situation. It is found that legal and environmental factors mostly impact their operations due to modification in legislation and environmental policies associated with COVID-19 outbreak. The study also focused on the workplace culture of Mark & Spencer and how they manage their workplace culture by following the six elements of the Cultural web model. The success factor of positive cultural elements on M&S has been also discussed in this study. The ethical and unethical practices of M&S have been also discussed with appropriate examples. Finally, the skills, knowledge and behaviours of employees are discussed required by the organisation to comply with their core values.  
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[bookmark: _Toc64127687]Introduction
Workplace culture refers to a framework that separates the organisation from other organisations with a common meaning retained by members. Workplace culture gives a strong perception to workers of "the way things are done around here." To describe society, there are three distinct approaches: systemic, contextual, and synthetic. In getting the best out of workers and making them commit to the organisation for a longer time, job culture plays an important part. Instead of messing with each other's jobs, the organisation would give workers a supportive environment for them to reflect on their work. When workers obey the laws and practises of the firm and stick to the current standards, an organisation is considered to have a good work culture (Hur et al., 2019). There are, however, some organisations where workers are hesitant to obey the orders and are made to operate only by rigid protocols. There is a fragile community in such organisations.  This report will analyse the workplace culture of Marks and Spencer and will assess its workplace culture using the cultural web. Ethical stance of the company will also be analysed critically in order to understand the workplace culture of Marks and Spencer.
[bookmark: _Toc64127688]Overview of MARKS AND SPENCER 
Marks & Spencer is one of the popular British multinational retailers in the UK with it headquarter in London, England. The respective organisation is responsible for selling home products, food products including branded clothing across the UK. Steve Rowe is the CEO of this organisation and the organisation was founded in 1884 in Leeds in the UK. Michael Marks and Thomas Spencer were the original founders of Marks & Spencer. In 2020 Mark & Spencer are working with around 80,000 employees and running their business around 1500 locations as per the record of 2019 (statista, 2021). In 2019, the revenue of the organisation was 10,377 million and at the end of March in 2020 it was around 10.2 billion British pounds earned from both the UK and international market. Due to their stronger trends in products and customer services, their revenue has increased by 0.3% from the previous year. However, due to Covid-19, after March 2020 they have faced loss in their revenue and sales rates. Mark & Spencer are currently working in 959 stores across the UK market along with 615 food stalls selling only exclusive foods as well as beverages. The organisation has a share of 3.1% of the grocery market in the UK (statista, 2020).
[bookmark: _Toc64127689]External factors affecting the organisation. 
To understand the impact of external factors on the business operations of Mark & Spencer, the section is going to consider the PESTLE analysis tool and discuss each factor briefly for understanding which two external factors make major impacts at this moment on the respective organisation. 
	Components
	Factors
	Implication

	Political
	· Brexit
· Taxation policy
· Political condition
	Introduction of Brexit in the UK makes negative effects on the retail organisation by increasing the import and export cost of the raw materials. It also imposed more taxes on the products that affect the productivity of Mark & Spencer (Faria, 2020). However, a stable political situation allows them to operate their business smoothly.

	Economical
	· GDP
· Inflation rate
	Current GDP rate of the UK has reduced 25.3% from February to April 2020 and from February to September it decreased by 8.2% that affects negatively the production of Mark & Spencer (Lemieux et al., 2020). In 2021, the Uk inflation rate is 1.2% little higher than 2020 that is not advantageous for M&S. 

	Social
	· Standard lifestyle
· Income rate
	People of the UK maintain the standard lifestyle and their demand level is high that is beneficial for them to increase sales rate and revenue. However, due to the pandemic situation, the unemployment rate has increased in the last year. That is 4.12 which lead to low income and expenditure of people (Hu, 2020). It affects profits and sales of M&S negatively.


Table 1: PESTLE analysis
(Source: Author)
From the PESTLE analysis, it can be stated that legal factors and environmental factors affect the business operations, productivity, sales rate, and revenue of M&S mostly and both factors have a major negative effect at this moment. 
[bookmark: _Toc64127690]Critical analysis of MARKS AND SPENCER workplace culture
Workplace culture refers to the environment created for the employees so that they can work in organisations by maintaining proper professionalism. In other words, it is considered as the mix of the organisation’s value, traditions, behaviours, and attitudes along with leaderships and beliefs that are responsible for contributing to both emotional and relational environment of the workplace. To analyse the workplace culture of Marks & Spencer the cultural web model is utilised here. The model has six major elements and by using the model, it is possible to analyse which elements are working in the right direction and which one needs improvements to manage a healthy workplace for their employees (Thompson et al., 2017). The elements of the cultural web model are discussed below:


Rituals and Routines: The respective element indicates the daily activity and behaviour of individuals in the workplace, and it is also considered as the acceptable behaviours by others. The element also determines what is most valued by the management and what are the things expected to happen in the workplace (Cooper et al., 2019). In the case of Mark & Spencer, the management team is very supportive, and they also offer training as well as various development opportunities for the employees. They directly interact with their employees and value their requirements. Moreover, the management team incorporates advanced recruitment and selection policies so that they can hire the right candidates for the upper level to manage the entire management. They also teach employees how to maintain a good relationship with others both inside and outside of the respective organisation. 
Stories: It indicates past stories of organisations in terms of their success, failure along with cultural values, beliefs that are discussed everywhere in the workplace as well as in front of their new employees so that they can follow the past culture, belief and ideology of the past management team and employees (Nieborg and Poell, 2018). In the context of Mark & Spencer, they do not talk about their success and other related factors in the workplace. Therefore, the organisation needs to work their stories and spread the same among their employees so that they can follow past stories and work on their workplace culture, values, and behaviour of employees accordingly. 
Symbols: This element refers to the identity of the organisation in terms of their logo, functions, dress code and others. In the context of Marks & Spencer, they have a unique symbol and dress code for employees to keep an effective identity of the organisation. The employees also feel good to have a specific dress code with a logo which can attract standard and valuable candidates and maintain a good cultural environment among employees and within the workplace as well (Schmiedel et al., 2019). M&S also focuses on the use of language in the workplace, and they teach their employees how to maintain professionalism in their work area while talking and working with others. On the contrary, the management team behaves rudely with salespersons. However, the store manager and HR manager of M&S are very supportive and offer them more skill development and learning facilities during their working period. 
Control Systems: It is regarding the way by which organisations are controlled by their employees. It consists of the financial system, quality systems along with the implementation of the rewarding system. The management team of M&S organisation controls their organisational operations with the help of advanced technologies, to maintain the financial system they hire expert persons by conducting an effective recruitment process and for managing products and services quality they incorporate a quality management system. In the case of their rewarding system, they mainly focus on the performance of their employees irrespective of any other factors such as gender, ethnicity and more. However, cultural progress is very slow for the respective organisation as they feel less comfortable to adopt something new for their organisation. 
Power structures: The power structure refers to the power of some executive or group of people or a whole department of organisations they can influence the operational strategic decision of organisations (Bonn et al., 2020). M&S allows each employee to take in the business decision process and they do not depend on a particular employee of higher authorities to reach a strategic and operational decision that ensures a positive workplace culture for them and employees can share their opinion freely. 
Organisational structure: The organisational structure refers to the power and influence of individuals who are more valued within the organisation. M&S follows the flat organisational structure that has a fewer level of management between the administrative level and their front-line employees (Choudhary and Piparo, 2020). The main purpose of following this structure is to encourage employees in their decision-making activities. Therefore, they can easily maintain their workplace culture properly. However, the structure wastes time and shows a lack of productivity and work-life balance for employees and it can hinder employee retention. Therefore, M&S should change its organisational structure to manage workplace culture more efficiently. 
[bookmark: _Toc64127691]The positive cultural elements contributed to its success.
Positive cultural elements indicate core values, community, communication including caring, commitment and consistency. The impact of each element on the success of M&S is provided below:
Core values of organisations support the vision and shape their culture that reflects on the overall values of organisations. Core values are also known as the essence of the organisation’s identity such as principles, beliefs, and philosophical values. The importance of core values is that it educates customers and clients regarding the organisation and clarifies the organisation’s identity (Brouwers, 2018). The core values of M&S are innovation and trust by which they bring innovation in their business operations to deliver innovative products and services for building trust towards clients and valuable customers. These core values have contributed to customers more innovative products and services during the pandemic situation, and they have built trust among them by maintaining social distancing and safety services. They have innovated their website so that they can manage their selling process easier for customers. On the contrary, to manage the pandemic situation and social distancing they had to invest more money for bringing innovation that is one of the financial challenges for them. However, these core values worked as the success factors for them and managed everything to retain customers and strengthen their trust in them.
Community refers to helping communities both nationally and internationally as an integral part of company culture. During the pandemic situation, M&S gave 24*7 supports to their local communities and internal customers for fulfilling their needs. Sales and delivering employees gave countless support to the communities so that they can deliver necessary groceries and other products or services at their doorstep (Nie and Wang, 2019). Therefore, it shows a good cultural environment among their staffing by appreciating them to give such services. Communication plays a significant role in the success of their business during the outbreak situation as it helps them to communicate with clients and customers over the internet and understand their needs to deliver suitable services accordingly (Zhang et al., 2020). Good communication ensures a positive cultural environment in the workplace. The organisation also communicates with their staff and employees to meet their basic needs and this element works as the crucial cultural element for them. By using caring, commitment and consistency elements M&S tries to keep their commitment towards employees and customers by paying their salary and offering necessary services respectively. Moreover, they also offer safety guidance, sanitizer, masks and other related equipment so that they can keep them safe and maintain social distancing throughout the pandemic situation. Thus, M&S has achieved success and maintained positive workplace culture within their organisation. 
It is understood that to manage the present situation M&S can utilise their strengths as brand recognition helps them to retain the existing customers and get orders from them through online presence. Therefore, it creates an opportunity for them to enhance their online presence so that both national and international customers can avail their services (Jin et al., 2018). However, huge competition and covid-19 situation bring threats for them and they have got financially weak and declined in their sales amount. During COVID-19, the perception of people has been changed towards services and product quality that is one of the weaknesses of M&S. By using huge market experiences M&S can overcome the present situation and its consequences in their business operations. 
[bookmark: _Toc64127692]Critical analysis of the organisation’s ethical stance 
Organisation’s ethical stance refers to a position assumed that organisations believe to be true and right towards their operations and organisational activities (Jeanes, 2017). To maintain ethical standards organisations, must focus on five major principles such as truthfulness, confidentiality, autonomy, beneficence and informed consent. In other words, organisational ethics are known as the principles as well as standards by which organisations operate by maintaining fairness compassion along with integrity, responsibility, and honour. For example, the code of ethics including their behaviour describes their standards and behaviours that are upheld as the reputed company (Alakavuklar and Alamgir, 2018). By utilising their code of ethics, they try to maintain integrity and honesty in their business operations.  They comply with the applicable legislation and laws along with some regulations of various countries in which they are operating currently. By following company’s policies and regulation they negotiate with suppliers, third parties to ensure higher standards of ethical practices. They have incorporated some ethical practices in their organisations during covid-19 situations such as they follow the measures of social distancing while preparing food products and updated norms of Health and Safety Act 1974 (Standing and Standing, 2018). To overcome the present situation, they have already committed to reduce carbon footprint by 2015 and prevent our world and environment from another outbreak. They are preventing waste and natural resources in their production process. 
However, some unethical behaviours are observed in the business practices of M&S that are associated with human rights, employee’s rights, irresponsible marketing, and utilisation of controversial technologies. During the pandemic situation they have cut down number of employees from their front-line employees and sometimes they are unable to fulfil their requirements and pay them accordingly as per the regulation of human rights (ethical consumer, 2020). They also incorporated controversial technologies for their customers that can violate the confidentiality and privacy of their customers which leads to unethical practices within organisation. They follow a flat structure that gives more empowerment to higher level management as compared to front-line employees. As per human rights, each employee should get similar and equal power and opportunity to showcase their talent. 
[bookmark: _Toc64127693]Critical analysis of the skills, knowledge, and behaviour of an employee to comply with organisational values.
Every organisation requires employees having proper skills, knowledge along with attitude and behaviour so that they can deploy them in the business operations and maintain their organisational values accordingly. Employees are considered as the pivotal part and essential resources of the organisation (Phong et al., 2018). Therefore, they must have suitable skills and knowledge for managing the functionality in terms of organisational values. The core values of Marks & Spencer are innovation and trust. For maintaining innovation in the business operations, they incorporate various technologies and advanced resources. Moreover, they also innovate their customer services by introducing CRM systems in their customer management process. Besides, the other principle of M&S is that they focus on building trust for their employees and potential customers by making good communication, solving their queries, and delivering trustworthy services (Chatterjee et al., 2019). To understand customers’ demands the organisation concentrate on the market demands and present condition of the market so that they can sell and market their products or services accordingly. For offering trustworthy services, M&S also keeps track of customers’ preferences and treats them with dignity and gives constant support during the pandemic situation. Therefore, the employees of this organisation have some respectful knowledge and behaviours by which they can retain the value of M&S.
To manage innovation and advanced including modern technology the employees have good technical skills and knowledge that helps them to work with advanced technologies, resources and manage their same in an efficient manner (Dawson and Thomson, 2018). Moreover, having some technical knowledge ensures the good outcomes of innovative ideas and M&S also offers best innovative services to their clients as well as customers. Apart from technical knowledge, employees also have risk management skills that allow them to recognise and resolve technical and resource-related risk with ease. By utilising the management skill, employees can manage their technical team and work collaboratively to maintain innovation as the core value of M&S (Durach and Machuca, 2018). On the other hand, employees also have communication skills as to build trust a strong communication is required among customers and service providers (Alananzeh et al., 2019). By utilising communication skills employees capture their demands, preferences and interest during this situation as offered desired services within time by showing their time management skills (Asiedu, 2019). They also have problem-solving attitudes and skills as they focus on customers’ problems and solving them by treating them with respect and interacting with dignity while listening to their problems. In terms of behaviour respect, decency and dignity is required to build a trust level for others that should be observed among the employees of M&S.
However, without knowing the customer’s preferences and interest, the employees of M&S are unable to offer trustworthy services and to build trust they have to also focus on quality. Employees have quality management knowledge that helps them to maintain quality standards. During this outbreak, they also offer quality services and solve their problems through innovative customer services that lead to proper maintenance of organisational values. 
[bookmark: _Toc64127694]Recommendation 
Over a period, workplace culture has changed, however there are also many companies that follow conventional corporate cultures. However, there are concerns with those workplace cultures, such as how they typically manage their workers, perceive them as simple workers without creative expression, practise normal working times and want them to work by spending a maximum amount of time. For younger workers who often respect creative expression and leisure, these variables influence their skill and effectiveness as a concern (Hunter et al., 2019). Thus, offering the workers with flexibility will help Marks and Spencer in developing enthusiasm among the employees. The flexibility will help the organisation in offering a better workplace environment for the employees. The flexibility may include flexible work timings or flexible workplaces. The company may offer employees to work from home and may also offer them time and shift selection based on their own suitability. In this coronavirus pandemic a flexible working timing and work from home flexibility will help the employees of Marks and Spencer to develop motivation to work. This will help the organisation in increasing the productivity and profitability. The flexibility will also help the organisation in getting valuable ideas from the employees which the organisation may use to develop further.
[bookmark: _Toc64127695]Conclusion
The atmosphere of the corporate workplace illustrates how an organisation works. It involves the framework and workplace culture which decide the firm's future. Any firm's success relies heavily on its community, which may keep or lose workers. The workers will be committed to the organisation where the community is creative and motivating; the boss is friendly and compassionate, and all individuals collaborate to accomplish the organization's shared aims for success. This report has analysed the workplace culture of Marks and Spencer and it was found that the company offers a good workplace culture. The culture was analysed using the cultural web and based on the analysis recommendations were given in the report.
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