Marks & Spencer deploys AI to transform store management and boost customer focus
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Marks & Spencer (M&S) is advancing its digital transformation with the rollout of artificial intelligence tools designed to optimise daily operations for store managers and support centre staff. The retailer announced it will equip around 11,000 employees with generative and agentic AI technologies intended to streamline labour-intensive tasks, thereby enabling frontline managers to focus more on customer service and team support.
The new AI capabilities are set to assist with a range of functions such as analysing sales data, summarising meeting notes, and automating shift scheduling and handovers. By harnessing these tools, M&S aims to reduce the administrative burdens that have traditionally constrained store managers, freeing them up to enhance stock availability and customer experience. Chief Executive Stuart Machin highlighted the integration of AI as a strategic pillar in the company’s broader technology overhaul. “Scaling the use of AI is central to our technology transformation and today’s announcement is just one of the steps forward on that journey,” Machin stated.
M&S's plans are supported by a significant investment in Microsoft’s AI ecosystem, with the acquisition of 11,000 Microsoft 365 Copilot licenses to embed AI directly into the workflows of its workforce. This partnership reflects a growing trend among large enterprises to adopt AI solutions that deliver actionable insights rapidly, consolidating information from disparate sources to empower decision-making at various organisational levels.
The deployment of AI tools for store managers echoes developments in sales and operational intelligence platforms like Goran and Jamy, which showcase how AI listens to sales interactions, identifies effective dialogue patterns, and produces enriched meeting summaries. Goran, for example, transforms sales call data into actionable coaching playbooks, enabling leadership to base training on proven best practices backed by data rather than intuition. Similarly, Jamy’s AI meeting assistant captures and transcribes conversations across multiple virtual platforms, generating structured summaries and extracting key action points, with capabilities extending to real-time translation to support international teams.
In the retail and hospitality sectors, centralised management tools such as Syrve supplement such AI workflows by offering workforce scheduling, performance analytics, and campaign management across multiple locations from a single dashboard. This integration of AI-driven insights with operational platforms is crucial for organisations aiming to maintain agility, optimise labour allocation, and continually enhance customer-centric services.
The adoption of conversation intelligence (CI) technologies is set to accelerate across industries. CI software automatically records and analyses sales and service calls to identify objection patterns, key messaging strategies, and critical moments that influence deal outcomes. Industry analysts project that conversational AI and generative tools will transition from pilot phases into widespread operational deployments by 2025, with Gartner predicting that 85% of customer service leaders will explore or trial such technologies this year.
Furthermore, AI meeting assistants such as Supernormal and meeting lifecycle platforms like WeconnectU are redefining how organisations handle internal collaboration. These tools offer fully automated transcription, agenda management, minute-taking, and task assignment, transforming meetings from administrative necessities into strategic instruments that improve alignment and accountability.
As M&S embraces AI to enhance its internal processes, the company exemplifies how retailers are increasingly tapping into cutting-edge technology not only for external marketing and inventory management but also to empower their workforce directly. By simplifying data complexity and automating routine tasks, AI promises to boost operational efficiency and elevate the role of store managers into more customer-focused leaders, an essential evolution as retailers navigate a highly competitive and digitally driven marketplace.
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