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[bookmark: _Toc233329559]1. Title and Introduction
Topic: The impact of Artificial Intelligence on employee performance in the UK business: A case study of Marks and Spencer.
[bookmark: _Toc233329560]1.1 Research Background
The use of AI within the business contributes to enhancing employee performance. It deals with supporting the activity of knowledge sharing and promoting well-being. The use of AI helps in analysing the characteristics of the employee, which include behaviour, emotion, and attitude. The implication of the AI ensures data availability, which enables employees to increase their productivity (Shaikh et al. 2023). Furthermore, the use of AI enables employees to undertake automation activities, which guide effective decision-making and solve problems effectively. It provides focus towards fostering the workplace relationship, job satisfaction, and organisational performance (TAŞGİT et al. 2023).
[bookmark: _Toc233329561]1.2 Research Rationale
The rationale of this research is that it enables the identification of the impact of AI on the employees' performance. It has been identified that it enhances the potential of automating the task, along with reducing the cognitive workload as well. It enables the professional skill and examines the skill gap (Morandini et al. 2023). With technological progress, the employees within the business are enabled to add value to the organisation by achieving the desired set of objectives. It helps employees get an understanding of organisational operations more deeply. It supports employee engagement and productivity as well (Wamba-Taguimdje et al. 2020).
[bookmark: _Toc233329562]1.3 Research Aim and Objectives
Aims
The aim of this research is to analyse the impact of AI on employee performance within Marks and Spencer (M&S).


Objectives
1. To analyse the current extent of AI adoption within Marks and Spencer stores and operation.
2. To evaluate the impact of AI on employee performance.
3. To identify the main operational and structural challenges M&S faces when implementing AI technologies.
4. To recommend strategies for M&S to successfully integrate AI while maintaining employee engagement. 
[bookmark: _Toc233329563]1.4 Research Question
1. What is the extent of AI adoption within M&S? 
2. What is the major impact of AI on employee performance?
3. What are the challenges the company faced in implementing AI?
4. What strategies can be recommended to ensure successful AI integration at M&S?
[bookmark: _Toc233329564]1.5 Research Significance 
The significance of this research is to analyse the influence of AI on the performance level of employees. It has been identified that AI plays a pivotal role in increasing the performance and engagement level of employees. It enables balancing the performance along with delivering high-impact feedback to the employees to identify the improvement areas (Gouldsberry, 2025). The significance of this research also comprises promoting the understanding of AI adoption and the desired organisational outcome, minimizing operational challenges faced by employees at Marks and Spencer (Cha et al. 2026).
[bookmark: _Toc233329565]2. Literature Review
[bookmark: _Toc233329566]2.1 Concept
[bookmark: _Toc233329567]2.1.1 Artificial Intelligence
Artificial intelligence is an effective technology that enables computers and other machines to simulate human learning, solving problems, and promoting creativity. In a modern business context, AI is not just about robots, but about smart software that handles data analytics and predicts customer trends. It also helps in showing the correlation between the process of making decisions and adopting other quality proxy measures (Checco et al. 2021). This technology enables organisations to reduce inconsistencies that create difficulty in reviewing complex store operation (Kousha and Thelwall, 2024).
[bookmark: _Toc233329568]2.1.2 Employee Performance
Employee performance refers to the ability of an individual to execute their job role effectively within an organisation. It is considered the crucial factor that contributes to the growth of the business in terms of profitability, productivity, and morale. This concept is directly related to sustainable leadership and management support (Vuong and Nguyen, 2022). In retail, performance highlights the quality of work that is mainly gained through high work experience, helping business gain a competitive edge in tough markets (Ferrara et al. 2022).
[bookmark: _Toc233329569]2.2 Theories
[bookmark: _Toc233329570]2.2.1 Technology Acceptance Theory
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Figure 1: Technology Acceptance Theory
(Source: Lee et al. 2025).
This theory provides emphasis on the concept that users adopt the technology when they have perceived its usefulness and find it easy to operate (Lee et al. 2025). If frontline works at M&S feel that AI tools help them do their jobs faster and are not too complicated, their attitude towards using them will be positive. However, a common criticism associated with this theory is that it focused too much on individual perception and fails to consider outside workplace pressure or the lack of proper training (NCL, 2026).
[bookmark: _Toc233329571]2.2.2 Resource-Based View (RBV) Theory
[image: ]
Figure 2: Resource-Based View (RBV) Theory
(Source: Kero and Bogale, 2023).
This theory emphasizes that an organisation’s ability to maintain competitiveness depends on resources that are valuable, rare, inimitable, and non-substitutable (VRIO) (Kero and Bogale, 2023). In this search, AI technologies combined with well-trained employees can be seen as a unique internal resource that creates a competitive advantage for M&S. The main criticism of RBV theory is that it fails to consider the highly unpredictable and changing business environment, focusing too much on static internal resources (NCL, 2025).
[bookmark: _Toc233329572]2.3 Extent of AI adoption in the business
AI adoption within the business world has increased rapidly in recent years. It helps managers get actionable insights and manage the supply chain effectively (Aish and Noor, 2025). With the use of AI, a business like M&S can identify growing sales areas and synthesise customer findings (Chen et al. 2022). This rapid adoption shows how retail companies are moving away from traditional methods to stay competitive in today’s digital market.
[bookmark: _Toc233329573]2.4 Impact of AI on employee performance
The AI creates a positive impact on the performance of the employees within M&S by supporting automation routines and making repetitive tasks easier. This technology is able to enhance the overall operational process and the productivity of staff within the workplace. According to Ghosal (2019), AI tools support quality prediction along with helping workers connect their thoughts with convincing arguments during decision-making. Furthermore, the use of AI enhances the automation processes for frontline employees, which directly leads to accelerating their daily work pace. It also provides essential support to staff in making faster and more reliable decision by using data analytics and smart store system, while helping them successfully adopt changes within modern working technology (Ebadi et al. 2025).
[bookmark: _Toc233329574]2.5 Challenges in implementing AI in the business
The key challenges faced by a business like M&S in implementing AI include high financial investment costs. It has been found that the company needs to bear high costs toward acquiring, maintaining, and developing the AI within its store operations. From a human resource perspective, the introduction of technology also creates fear among the employees about potential job displacement (Arora, 2020). Then the next challenges that are identified towards the implementation of the AI within the business environment comprise high privacy and data concerns. It leads to an increase in the barrier to dealing with the sensitive information of the employees (Danish and Siraj, 2025).
[bookmark: _Toc233329575]2.6 Recommend strategies for implementing AI in the business successfully
The recommended strategy, which will help M&S in implementing AI in its operations successfully, involves investing in employee training and developing skills. This recommendation will help in reducing the risk of resistance to change among the employees related to the latest technology (Obute et al. 2023). The next recommendation that leads to implementing AI effectively comprises framing clear integration guideline within the workplace. This framework will help management in getting assistance from the highly specific expertise. It enables the relationship between the technology specialist and the employees (BaHammam, 2025).
[bookmark: _Toc233329576]2.7 Research Limitation
A key limitation in current literature is that while general research conducts a deep examination of the adoption of AI and its influence on employee performance, it often shows the least attention toward considering specific UK retail organisation like M&S (Perlis et al. 2025).  Many past studies also lacked the use of predictive analysis to assess real workplace results or raised complex issues regarding confidentiality and integrity when conducting research on staff behaviour (Perlis et al. 2025). This project aims to bridge this exact gap by focusing directly on M&S.
[bookmark: _Toc233329577]3. Research Methodology
[bookmark: _Toc233329578]3.1 Research philosophy
Choosing a good research philosophy is important because it shows how data will be collected and understood (Saunders et al. 2023). For this project, an interpretivism philosophy is selected. Interpretivism means that the research focuses on understanding human experiences, personal opinions and everyday feelings, rather than looking for statistics or general rules (Creswell and Creswell, 2023). This philosophy is the best choice for study to evaluate how AI tools change performance among managers within M&S. This philosophy helps to see the human side of how technology changes daily work routines (EBSCO, 2026).
[bookmark: _Toc233329579]3.2 Research approach
In this project, an inductive research approach is used. As explained by Masud (2025), an inductive approach means starting with specific, real word observations and then moving towards wider conclusions. This approach is flexible and data-driven, which makes it perfect for looking at personal beliefs (Owa, 2023). Because the study uses an interpretivist stance, it does not start with a rigid hypothesis or try to prove a theory with maths and statistics. Instead, the focus is on gathering direct descriptions from M&S employees about their daily experience with AI systems. Then, these specific interview answers will be used to find wider patterns about how staff accept technology (Saunders et al. 2023).
[bookmark: _Toc233329580]3.3 Research Strategy
The chosen strategy for this study is qualitative case study approach that focuses directly on Marks and Spencer. A qualitative strategy is very useful here because it allows the collection of descriptive, non-numerical words and insights within a real business context (Marvin, 2026). It helps to understand how employees actually feel about modern digital transformation (Vaughan, 2021). Using M&S as a single case study is good practical choice. It ensures that the final findings are realistic and directly related to the actual environment of a major retail company in the UK (Bryman and Bell, 2023).
[bookmark: _Toc233329581]3.4 Data Collection Method
For the primary data, the chosen methods consist of semi-structured interviews. Interviews are a great primary method because they are a flexible way to get first-hand answers directly from people (Costa, 2026). A list of six open-ended questions will be prepared based on the project objectives, focusing on topics like how much AI is used and daily productivity changes. A Sheth (2026) suggested, a semi-structured format is good because it allows the researcher to ask extra follow-up questions during the chat. This will help to find deeper meaning and understand the true mindset of the participants (Sheth, 2026). 
[bookmark: _Toc233329582]3.5 Target Population and Sampling Technique 
The target population for this case study includes store and department managers who work for M&S in the UK. For this project, a purposive sampling technique will be used, which is a non-probability method (Saunders et al. 2023). This means participants are picked intentionally because of their job roles and experience, not just at random (Bryman and Bell, 2023). Quantitative projects often use simple random sampling to generalise data (Simkus, 2023), but this project is qualitative, so it only needs a small sample of 5 M&S managers to get deep insights (Ellison, 2025). Choosing managers is important because they have direct experience with new technology and can comment on staff performance (Deady, 2025).
[bookmark: _Toc233329583]3.6 Data Analysis Technique
To look at the verbal data from the interviews, thematic analysis will be applied. Thematic analysis is a structured and flexible way to find, organise and analyse repeating patterns or ‘themes’ inside qualitative data (Ahmed et al. 2025). In this project, the process will involve transcribing the interview recording, reading the text carefully to make initial codes, and then grouping these codes into final themes that answer the research questions. This technique makes it simple to extract clear and reliable insights about human feelings without needing any complicated numbers or statistics (Dechalert, 2024).
[bookmark: _Toc233329584]3.7 Ethical Considerations
University ethical rules will be strictly followed to protect everyone who help with this research. First, informed consent will be secured by giving each manager an information sheet that explains the project before starting the interview (Nii Laryeafio and Ogbewe, 2023). Second, anonymity and confidentiality are fully protected. No real names or specific store locations will be used in the report, so participants will be called Manager 1, Manager 2, and so on (Upenn, 2024). Third, all audio files and transcripts will be kept safe on a password-protected drive. Finally, taking part is completely voluntary, and every manager has the right to withdraw at any time if they change their mind (Nii Laryeafio and Ogbewe, 2023).
[bookmark: _Toc233329585]3.8 Potential Limitation
There are a few simple limitations in this project. The main problem is the small sample size because interviewing only 5 managers means the findings cannot show the situation for all M&S stores in the UK (Saunders et al. 2023). Another limitation is participant bias, because some managers might only say good thing to protect their company’s image (Perlis et al. 2025). Finally, because of the short time limits for this university assignment and the lack of access to private company documents, the project has to rely only on personal opinions instead of real financial data from the business.

[bookmark: _Toc233329586]4. Project Plan and Timeline
4.1 Detailed Project Plan

To finish this research project on time for the final deadline, a clear plan was followed. The Project was divided into six stages from May to June.

· Stage 1: Topic and Proposal (May 5th - May 12th). The first step right after the module started was to choose the topic about AI in M&S and write the initial proposal.
· Stage 2: Literature Review (May 13th - May 24th). This stage involved reading books and online articles to understand what other authors wrote about AI tools and staff performance in retail.
· Stage 3: Questions and Ethics (May 25th - May31st). This week was used for creating the list of 6 interview questions and completing the university ethics check before speaking to anyone.
· Stage 4: Interviews (June 1st - June 14th). This was the practical part where the 5 M&S store managers were contacted and the interviews were completed.
· Stage 5: Data Analysis (June 15th - June 21st). This stage was used to read the interview answer carefully and find the main themes using thematic analysis.
· Stage 6: Final Writing and Submission (June 22nd - June 26th). The final step is for checking the report for any mistakes, fixing the text, and submitting the work on time.

4.2 Project Timeline
Gantt Chart
	           Task
	         Start Date
	          End Date

	Choosing the topic and writing the proposal
	May 5th 
	May 12th 

	Reading books and articles for Literature Review
	May 13th 
	May 24th 

	Making the 6 interview questions and ethics form
	May 25th  
	May 31st 

	Doing the 5 interviews with M&S managers
	June 1st 
	June 14th 

	Analysing the interview answer (Thematic analysis)
	June 15th 
	June 21st 

	Final writing, checking for mistakes and submission
	June 22nd 
	June 26th 



                                                             Figure 3: Gantt Chart
                                                             

Conclusion
This proposed research aims to explore how AI influences employee performance within Marks and Spencer. It is expected that the findings will provide useful recommendations for improving AI implementation while supporting employee performance.
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