UNIVERSITY
 
OF
 
WALES
 
TRINITY
 
SAINT
 
DAVID
 
 
CAMPUS
 
LONDON
 


CONTEMPORARY HR CHALLENGES AND PRACTICES
AT MARKS & SPENCER (M&S)
	STUDENT NAME
	YUSTINA DA COSTA

	STUDENT ID
	2403457

	MODULE
	DEVELOPING AND MANAGING INDIVIDUALS AND TEAMS

	MODULE CODE
	LCLM5002

	LECTURER
	DR. FAIZU EDU

	GROUP 
	2 WEEKEND

	ASSIGNMENT
	INDIVIDUAL REPORT



Table of Contents
1. Introduction		1 
2. Factors Affecting HR		1
 2.1 Technological Advancement	1-2
 2.2 Talent Acquisition and Retention		2
 2.3 Diversity, Equity and Inclusion (DEI)	2-3 
3. Evaluation of Contemporary HR Practices		3
 3.1 Technological Advancement Practices	3-4
 3.2 Talent Acquisition and Retention Practices		4
 3.3 Diversity, Equity and Inclusion (DEI) Practice	4-5 
    3.4 Employee Engagement……………………………………………………………..5
4. Critical Evaluation: Role of Managers		5-6 
5. Conclusion		7
6. Recommendations		7 
7. Reference List		8 




1. Introduction 
	 Human Resource Management (HRM) is a vital function within organisations, focusing on managing employees effectively to achieve business objectives. In today’s rapidly changing business environment, organisations are influenced by technological innovation, global competition, and shifting workforce expectations. These changes have increased the importance of HRM in supporting organisational performance, improving employee engagement, and ensuring long-term sustainability (CIPD, 2023).
	Marks and Spencer (M&S) is an international multi-channel retailer of food, fashion, home, and digital products. It is a complex organisation and has a group turnover (approximately £13.9 billion, of which approximately £ 9.0 billion is Food and approximately £ 4.2 billion is Fashion, Home and Beauty) (its 2025 report, Marks and Spencer Group plc, 2025). Marks and Spencer has a human resources management (HRM) function: it employs managers (store assistants, processing, and head office), technologists, and other experts to serve its customers.
	The report indicates the three human resource (HR) issues M&S faces are: change (technology), attraction and retention and DEI (diversity, equity and inclusion), which can be explained by a few of the less human resource management (HRM) models or theories: socio-technical systems, change (Kotter), Two-Factor Theory (Herzberg), Hierarchy of Needs (Maslow), psychological contract, Ability-Motivation-Opportunity (AMO) model and Strategic Human Resource Management (SHRM). To explain and list how they relate to M&S's HR.

2.1 Technological Advancement
	This is an essential part of designing, developing and delivering HRM. This can be used for the M&S store and HR. It can be used for e-recruitment and selection, e-learning, assisted checkout, e-payments, stock control, click-and-collect, and online shopping, which will require tech-savvy staff (Armstrong & Taylor, 2023).
	This can be used in the context of socio-technical systems theory. So they have the IT, and it is sophisticated, but not the people. So not IT for M&S. M&S people should be knowledgeable with technology for the product, POS, mobile and website. It might make them paranoid and alienated from other people. We do not want this, as it will not be effective or efficient for their customers.
	Here is what Kotter says technology will do at M&S: Establish a sense of urgency, form a powerful coalition, create a vision and a strategy, communicate the change vision, empower others to act on the vision, and create short-term wins (Kotter, 2012). So, they need to establish a need for technology, explain it, and practise and reward it. They cannot presume people will know how to use the technology (self-scanning, explaining, and ordering).
	However, there are technology issues. They do not use it because they do not think they will get a job, they are not used to the technology, or they think it is too slow. However, this may not be the case with the retail industry, as it needs to be quick. So, it will be productivity versus employees at M&S. It will be more productive, but they will be IT-literate (Dessler, 2020).	
2.2 Talent Acquisition and Retention
	In the retail industry, they need to be IT-literate, have strong communication skills, and be hardworking. For the M&S assistants, they have to be good communicators, stock controllers, long hours, and brand ambassadors. However, the problem with M&S shop assistants is that they may experience high turnover, as it is a low-pay, no-benefits, no-advancement job (CIPD, 2023).
	Herzberg's two-factor theory could assist M&S. It has hygiene factors (which prevent employee dissatisfaction) and motivators (which lead to satisfaction). So the hygiene factors for M&S will be a good salary, security, safe and good working conditions, recognition and security. So it will prevent them from being dissatisfied, but if they do not have that, the employees will leave the organisation. However, if you can satisfy employees, the motivating factors are recognition, achievement, advancement, security, and growth. So M&S for the employees (so it could be the shop assistants) if they think the store manager is going to listen to what they have to say, if they think they are going to be developed by the store manager and if they think they are going to be promoted to be a department manager or a store manager.
	 This is part of Maslow's hierarchy of needs. So they need to feel safe (in their job and in their surroundings) but also included and growing. You can give them a feeling of "part of the M&S family". You can give them a sense of self-actualisation through apprenticeship, training, and development. You can give them a sense of self-actualisation through apprenticeship, training, and development. Thus, M&S's salary and training (Armstrong & Taylor, 2023).

	Psychological contract is also important. Psychological contract is the contract you get (Rousseau, 1995). This is violated, for example, by not getting what you expect, communications, recognition and reward, flexibility and trust, and this leads to turnover. So, expectations need to be set.
2.3 Diversity, Equity and Inclusion (DEI)
	M&S is committed to DEI because it is a diverse business (ethnicity, culture, age, and life stages). Diversity is all the different M&S staff; equity is fairness, and inclusion is feeling included and valued (CIPD, 2022).
Inclusion is based on social identity theory. We identify with a group. If they are dis-included (by gender, race, ability and age), they can be unhealthy and have low self-esteem. They do not want to socialise and work with dis-respectful people (Shore et al, 2011).
	The retailer that supports their inclusion choices and colleague networks, which are promoted by their diversity, equity and inclusion (DEI) team and run by colleagues, is M&S. Great for inclusion, as the network can be a force for people, fit and feedback. However, for inclusion networks and policies to be successful, they need to be management policies. Human Resource (HR) policies such as recruitment and promotions, rostering, training and development (Cox, 2019).
	Right to have an M&S equality and equity. Some of us may need a mouse, some may want to talk rosters, and others may want to talk training. (CIPD, 2022).
3. Evaluation of Contemporary HR Practices at Marks and Spencer
3.1 Technological Advancement Practices
	M&S has technological advancement practices such as e-recruitment, e-learning and human resource (HR) analytics for enhancing their performance. This could be an AMO (ability-motivation-opportunity) practice. So, performance will increase if the AMO (ability-motivation-opportunity) of the individual increases (Armstrong & Taylor, 2023).
	Opportunities could be afforded if the employee is allowed to use the technology (systems) and to provide feedback and problem-solve. The opportunity might be given if the employee is provided access to the technology (systems) and is allowed to provide feedback and problem-solve. So M&S can examine HR practices and technology (systems) and, if the employee is allowed to use them, provide feedback and problem-solve (Dessler, 2020).
M&S can use HR analytics. This can be used to assist the HRM with turnover, absenteeism, training, engagement and the peaks and troughs of the rosters. If it is high in the shop or store, the HRM can look at the workload, rosters, the manager and training. This is evidence-based HRM (EBHRM), and the HRM is objective (Ulrich, 2017).
3.2 Talent Acquisition and Retention Practices
	Flexibility, branding, rewards and recognition and training and development are key elements to retention and recruitment. Employer branding is key; there are other brands, jobs and employers. The M&S Careers page lists jobs in stores, technology and digital, fashion, food, support and logistics. This could be a good time for M&S as they are the employer of the future (CIPD, 2023).
	The resource-based view of the firm considers people as a valuable, rare, inimitable and organised resource (Boxall & Purcell, 2016). At M&S, shop assistants have valuable products, services, customers and processes. It is cheap and has good service. So turnover is low.
	Herzberg's motivators are training and promotions. Moreover, the M&S will promote its customer assistants to managers, enabling them to be promoted. Moreover, the other motivators can be rewarded through bonuses for managers to recognise their customer assistants for good customer service and teamwork. This needs to be across all M&S stores; otherwise, it will be a trust issue (Armstrong & Taylor, 2023).
	Another plus for the psychological contract is that part-time employment shows staff that M&S is not preventing them from engaging in other activities or taking holidays. However, as a retailer, you need staff working in the evenings, on weekends, on bank holidays, and during Christmas week. So, communication is key. So, a business case, roster and flex (if they have it) and human resource (HR) data to understand the need (Rousseau, 1995) to check inequitable flexibility.
3.3 Diversity, Equity and Inclusion (DEI) Practices
	At M&S, they have a diversity, equity and inclusion (DEI) practice for jobs, equal opportunity, team building, training and managers. We can be inclusive leaders. Inclusive leadership is inclusive, equal and diverse (Shore et al, 2011). So if an M&S manager says to you, M&S's policy is this, but it is inclusive and equal.
Inclusive and equal opportunities, no discrimination, and no judgements. Moreover, promotions who have training, promotions and act-ups. Team activities: no discrimination, bullying, or exclusion (CIPD, 2022).
	At M&S, inclusion is through networks. This could fix other issues. DEI should be commercial. Diversity can help to understand, connect and assist customers. Diversity can assist in understanding, relating to, and helping customers (Cox, 2019).
	However, not all Diversity, Equity and Inclusion (DEI) is good. DEI cannot be good if it is "theatrical" (Noon 2018). This means that M&S should improve its recruitment and promotion processes, surveys, and grievance procedures. Managers should be judged on (amongst other things) HR skills.
3.4 Employee Engagement
	In addition to the practices discussed, employee engagement is a crucial factor influencing the success of HRM at Marks & Spencer. Employee engagement refers to the level of commitment, motivation, and emotional connection employees have with their organisation (Armstrong & Taylor, 2023). In a retail environment such as M&S, engaged employees are more likely to provide high-quality customer service, contribute to team performance, and support organisational goals.
	Engagement can be strengthened through effective communication, recognition, and involvement in decision-making. For example, when employees are encouraged to share feedback on store operations or digital systems, they feel valued and more committed to their roles. This links to the AMO model, where providing employees with opportunities to contribute can enhance performance (Dessler, 2020).
	However, maintaining engagement in retail can be challenging due to high workloads, shift patterns, and performance pressure. If employees feel overworked or unsupported, engagement may decrease, leading to lower productivity and higher turnover. Therefore, M&S managers must actively monitor employee wellbeing and provide regular feedback, support, and recognition.
4. Critical Evaluation: Role of Managers 
	Department and store managers make HR policies. For instance, at M & S, the HR Department may develop HR policies (Recruitment and Development, e-Learning and Development, Diversity, Equity and Inclusion (DEI), and Engagement). However, the department and store managers are responsible for the most important thing: a great employee experience.
	Managers are the digitalisation. They are convincing, inspiring, and provide opportunities and training (Kotter, 2012). It is change and change management.
	Second, it is the managers' retention and motivation. Managers can provide hygiene factors and motivators (Herzberg, Armstrong & Taylor, 2023). The M&S managers cannot give employees a raise, but they can provide feedback, rewards, and training. Appraisals, feedback/coaching and rewards for good service and training will result in loyalty. However, they are a task-oriented manager.
	Third, managers impact the psychological contract. Managers represent organisations. So, if they are not picking up the phone (if they cannot roster people) or sometimes if they are not answering a question, or they may be racist (amongst employees), then they may believe that they are not fulfilling the psychological contract that they have with M&S. So, human resource policy (you do not have high turnover). So, managers do turnover (Rousseau, 1995)
	Fourth, managers do DEI. Multicultural managers at M&S are fair, do not discriminate, stop discrimination, accommodate, recruit and develop (Shore et al, 2011). Retailers need them as they are stressful and communicators (Fry, 2003). They are not harmonious and efficient (Kor, 2010). The issue is that the managers are "time poor", salespeople and poor communicators. 
	Fifth, the managers need to ensure performance and well-being. The key performance indicators (KPIs) (sales, service, punctuality and productivity) are a motivator to perform but can also be demotivating. AMO (ability, motivation and opportunity) model (AMO) (Armstrong & Taylor, 2023). Do not need to let M&S know the targets as they will not achieve them, and know what to do. Should coach on performance.
	For M&S, it is the voice of engaged employees, recognition, and security (Kahn, 1990). This is M&S, and the presentations, suggestions, and feedback boxes. This is good because if it is a new system or policy, they understand. However, this could be slow, as they are good and empowering.
	Finally, the M&S managers are theory-to-practice. Change management for digital transformation, motivation (rewards and training) for employees, psychological contract for fairness and trust, inclusive leadership for fair and diverse teams, and strategic human resource management (SHRM) for human resources, business performance, and service.
		This AMO is training, motivation, and opportunity for M&S. E training will include self-service checkout, stock counting, and shopping. Motivation: Nomination, career talks and feedback. Voice practice includes voice meetings, team meetings and suggestions. Otherwise, it is not a practice. For example, it does not recognise skills. However, there is turnover, and training does not recognise skills (Armstrong & Taylor, 2023).

5. Conclusion
	This report shows that HR issues at Marks & Spencer can be understood by applying theory to practice. Technological change requires employees to develop new skills, supported by training and communication. Recruitment and retention depend on fair treatment, recognition, and career development.
DEI is also important, as employees perform better when they feel respected and included. Overall, effective HR management requires strong line managers who can balance business needs and employee wellbeing, leading to improved performance and competitiveness.
6. Recommendations
	To improve organisational performance and employee satisfaction, Marks & Spencer should focus on practical HR strategies:
· Provide continuous digital training – Improve staff confidence and customer service. 
· Improve career development – Offer recognition and clear promotion pathways. 
· Maintain psychological contract – Ensure clear and fair communication. 
· Use HR analytics – Support better workforce planning and decisions. 
· Embed DEI in practice – Ensure fairness and inclusion in all HR activities. 
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