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[bookmark: _Toc66213718]Introduction
Business environment refers to a set of factors both internal (controllable) and external (uncontrollable) that have an impact on the daily operations, decisions, and strategies of the company (Bennett, 2020). For conducting the analysis, Marks and Spencer have been chosen. The report has two distinct sections, where the first section described the changes brought by the company in order to address the concerns of the stakeholders (shareholders, customers, employees, suppliers, govt., society, environment, etc.) and self-regulate. Pestle and Porter’s value chain models have been deployed to identify the changes that the company was needed to bring. The way the company responded to some concerns has also been shown in this report. The second part of this report is devoted to demonstrating how the changes brought by the company have affected its competitive position. Lastly, based on the findings of the report and the impact of the changes on the competitive position, some recommendations have been provided, the implementation of which will improve the company’s performance. 











[bookmark: _Toc66213719]Changes brought by the Company to Self-regulate and Address the Concerns of Stakeholders
The stakeholders of Marks and Spencer has raised many of their concerns regarding the impact of the company's operations. The pestle analysis and porter's value chain model have been used to identify the recent changes brought by the firm in order to regulate itself and address the concerns in an organised manner. 
[bookmark: _Toc66213720]Pestle Analysis:
The pestle analysis tries to address the way the company has responded to some of the concerns of the stakeholders like the govt, society, employees, customers, environment, activists, etc. (Allison and Prentice, 2018).
[bookmark: _Toc66213721]Political, Economic, and Social Factors:
The government of the UK has decided to lift the lifestyle of its citizens by raising the minimum living wage and the company responded by increasing the hourly wage rates in the stores (GOV.UK, 2021). Besides, the government required the company to ensure social distancing in the organisation and its stores, to which M&S responded in quite a laudable way. Because the company strengthened its online presence to reduce customer traffic to the stores. Besides, the company redesigned its workplace so that employees can work along with maintaining social distancing.
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[bookmark: _Toc66213750]Figure 1: Increase in minimum living wage 
Source: (GOV.UK, 2021)
The pandemic has stagnated the operations and put a financial burden and a stakeholder, the employees, were concerned about their job security to which the company did not respond well because it slashed 7000 jobs over three months (BBC.com, 2021), which led to an uncertain workplace that has affected the employee morale and their productivity. One of the concerns of society regards fast fashion, which is impacting the society and environment adversely. The urge to always remain trendy drives the youth to buy more often and if they cannot afford the clothes regularly, they are considered outdated and their associations are not sought (Carmody, 2020). This leads to social alienation and depression among young customers. The company is addressing this social concern by adopting the concept of the circular economy.
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[bookmark: _Toc66213751]Figure 2: Changing demographics of the UK population 
Source: (Ons.gov.uk, 2021)
Another social factor is the change in the composition of the UK population, that is, society requires the company to develop products for the elderly population (Ons.gov.uk, 2021). The company has addressed this concern and offered a large variety of products for elderly customers.
[bookmark: _Toc66213722]Technological, Legal, and Environmental:
Stakeholders like customers and employees have several concerns regarding the technological aspects of the company. The customers require the company to treat them individually and augment their experience each day by providing more convenience in buying and paying for the products. The company is addressing the concerns by deploying Augmented Reality, delivering products to homes, and offering multiple payment methods (Mileva, 2021). The employees require the company to assure that the implementation of technology will devour their jobs. The company has addressed the concerns by asserting that technology will open new employment opportunities while eating up some jobs and hence, employees just have to upgrade their capabilities to grab new employment opportunities (Bennett, 2020). Besides, technologies like blockchain, RFID, etc. facilitate the operations of the employees. 
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[bookmark: _Toc66213752]Figure 3: Augmented reality in the fashion industry 
Source: (Mileva, 2021)
Another important stakeholder of the company is the authority and they impose different laws to regulate businesses. The company addresses their concerns by complying with regulations like the health and safety at work act, consumer rights act, equality act, data protection act, etc. (Allison and Prentice, 2018). Most of the concerns are raised pertaining to the impact of the company's operation on the environment. Fast fashion is worsening the situation, which the company is dealing with by adopting the concept of circular economy (Mishra, Jain, and Malhotra, 2020). Besides, the company has taken some CSR objectives and actions to achieve these goals.
	Environmental Objectives:

	Reducing food waste by 50%

	Producing clothes using 25% recycled material by 2025

	Cutting greenhouse gas emission by 80% by 2030

	Cutting emissions in its supply chain by 13.3m tonnes (approved science-based target).


[bookmark: _Toc66213755]Table 1: Environmental objectives of M&S 
Source: (Goyle, 2021)
The company is working closely with its supply-chain partners to reduce carbon emissions, deliver left-over foods to needy persons, and streamline the recycling processes (Goyle, 2021). 










[bookmark: _Toc66213723]Porter’s Value Chain
[bookmark: _Toc66213724]Primary Activities:
The company has also brought some changes in its value chain. In relation to procurement, the stakeholders are raising voices against the unsustainable sourcing of raw materials and the violation of modern-day slavery regulations or standards. Marks and Spencer collaborate with its suppliers so that they can ensure that the products that are produced do not pose a threat to environmental sustainability (D’Adamo and Lupi, 2021). Besides, the company imposes human resources and labour related regulations regarding minimum pay, health benefits, etc. so that the suppliers treat the labours well and the labour rights are protected. The company conducts unannounced audits to ensure that the suppliers stick to the standards set by the company.
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[bookmark: _Toc66213753]Figure 4: Porter’s value chain 
Source: (Varnavskii, 2021)
After procuring the raw materials, the company made some changes in its production process. The company has developed along with its garment manufacturers a production process that uses less water and other natural resources, which is supporting environmental sustainability and addressing the concerns of the stakeholders (Chakraborty and Biswas, 2020). The distributors have concerns regarding their margins and the availability of the products on their shelves. The company ensures that they get a fair share of the profit and the RFID technology helps the company to assure that stores have enough products and customers do not leave the stores without products because of product shortages. 
The marketing campaigns are designed such that they educate the consumers not allure them into merely buying the products. The after-sales service includes enabling the customers to return their products and get a refund. This addresses the concerns of the customers pertaining to online shopping (Soni, 2020), that is, they may not like the products when they arrive, hence, they require the company to enable them to return the products within a reasonable amount of time.
[bookmark: _Toc66213725]Secondary Activities:
The shareholders and board of directors are concerned about the efficiency and cost-effectiveness of the procurement because the profitability of the firm depends on it. The company ranks suppliers based on the prices they quote, the quality of materials they supply, the extent to which they stick to the standards set by the company (D’Adamo and Lupi, 2021). The firm addressed the concerns of these important stakeholders by working with the most preferred suppliers. Another way the company addresses the concerns involves heavy investments in the technology and infrastructure of the company (Walters and Rainbird, 2020). M&S uses state-of-the-art technology to manage data and enhance other operations. The marketing efficient data management systems reduce the costs and bolster the research and development activities that lead to faster innovation. 
The human resource operations of the firm have addressed the issues of equality, diversity, and inclusion. The company has ensured that its recruitment and performance evaluation processes are free from discrimination of any sort. By doing this, the company assures the stakeholders that every candidate has an equal right to get hired and career progression opportunities (Varnavskii, 2021). This augments the brand image of the company and attracts a larger pool of qualified candidates. Diversity and inclusion enhance the corporate culture and creates a workplace environment that will emanate a supportive mindset among all the employees.
Thus, by bringing changes in procurement, production, delivery services, marketing, technological infrastructure, corporate culture, etc. Mark and Spencer are leaving no stone unturned in addressing the concerns of the stakeholders. However, in some cases, the company could not serve its purpose well or just cater to them inadequately. Hence, the company needs to implement some recommendations to improve on those areas. 















[bookmark: _Toc66213726]The impact of the Changes on the Competitive Position of the Company
The company addresses the concerns of all stakeholders, especially, the customers, which is reflected in the percentage of loyal customers. In the figure below, it is quite apparent that the company topped for customer loyalty (Anderson, 2021). This also shows that the changes like offering personalised services, innovating products faster, and sustainable operations made the customers more loyal to the company that strengthened the competitive position of the company.

[bookmark: _Toc66213754]Figure 5: Percentage of loyal Customers 
Source: (Anderson, 2021)
The deployment of technologies like RFID technology that tracks the flow of the products throughout the whole supply chain has also contributed to the improvement in the competitive position of the company (Walters and Rainbird, 2020). The JIT inventory management system of the company ensures that stores do neither have redundant products nor run out of the products, which enhances the customer experience and addresses the issue of shareholders regarding operational excellence (Bennett, 2020). The technological investment also supports the faster innovation and shorter product lifecycle, which enables the firm to satisfy the customers and propel them to consider the company as their first choice.
The sustainable operations of the company have instilled an image of environment-friendly fashion retail and in a study, it has been found that customers are likely to transact and pay more to the companies that impact the environment positively (D’Adamo and Lupi, 2021). The image differentiates the company among the consumers, which bolsters the competitive position of the company. Because customers are more concerned about the environmental degradation than ever, which drives them to purchase from M&S. The ethical operations of the company also enhance its competitive position, that is, the fact that the company treats all the labours and human resources fairly augment its brand image. 
[bookmark: _Toc66213727]Recommendations
Despite addressing the concerns of the stakeholders and self-regulating, the company has left room for some improvement. The company did not handle the financial crisis caused by the company very well as its job cuts have undermined employee morale and raised uncertainty at the workplace, which has reduced their productivity as well (BBC.com, 2021). The company should handle the workplace environment by assuring the employees who have not been sacked that there will be no further job losses, which will provide job security to the employees and normalise the situation. The market share of the company has declined over time and it lost most of its market share to Primark and Next Plc and hence, the company should come up with an extraordinary strategy to beat these competitors and maintain its dominance in the fashion retail market. The company can consider investing in heavy promotion to pursue a market penetration strategy (Lynch, 2018); however, it will contradict the concept of the circular economy. Hence, the company should approach the market development or diversification strategy, which will give it an edge over its competitors. 



[bookmark: _Toc66213728]Conclusion
Every company needs to bring changes to drive the business forward, otherwise, the company's resistance to adapt to the dynamic environment of the business may result in its demise. Marks and Spencer is no exception and it has responded to the concerns of many of its stakeholders to adapt to the changing situations. Every aspect of the business is touched; however, the response of the company was not satisfactory to some concerns, which is why some recommendations have been provided in the report. Apart from that, the company has successfully made many changes that have enabled it to sustain its business during the pandemic. However, the company needs to continuously push itself to embrace every opportunity to improve and drive its business towards a sustainable future. 
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