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Introduction
Virgin Media is a British company that provides Internet, TV, Mobile and fixed telephony with headquarters in Reading, Berkshire, UK. The company was founded in 2006 by the merger of NTL and Tele west and rebranded as Virgin Media in February 2007. 
Virgin Media Limited is a subsidiary of Liberty Global Plc, one of the world’s largest international TV and Broadband company that operates in over 10 countries across Europe subscribing 46 million TV, broadband and telephony services. (Virgin Media, 2020)
According to Ofcom, Virgin Media is the only Broadband provider that have above-average customer satisfaction for Internet speeds and is more likely to be recommended to a friend. Operating their own Fibre Optic Network, they are considered to have the highest Broadband speed in the UK and always preferred by customers that are looking for high download and upload internet speed and because they are  the only provider that do not rely on Openreach to install and maintain their connections offering quicker first time installations as well as what is called a Quick start. (Ofcom report, 2016 ) 

 Working for Virgin Media
The Company foundation is the employee and as Sir Richard Branson, the founder of the Virgin Media brand explains, client should not come always first, employee is more important as they are the first contact with your customers and therefore they can influence on how the company is viewed by its customers. (INC., 2016)
Currently there are over 14000 direct employees that are working in different and various departments such as Telesales, Online marketing, business to business, Direct and retail. As the company aims to Expand the network to other 4 million premises, they are continuously offering careers within the Organisation and opening new opportunities for different subcontractors and partners that can assist in making the process of getting the network expanded possible and reaching new level of coverage and therefore a more wider and stronger influence into the UK market. 
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Given the importance that the employee have within the Organization, we can say that even thou technology and entertainment is the main focus for the business, the people working for the company are vital and have a great impact on the firm success.
Roles such as Sales Operatives and Customer service agents are the key in promoting the image of the brand the actual product and the values Virgin Media guide the entire business, they are the ones that get the real reactions from the subscribers and report further to the management for improvement if necessary. Sales promotion is an especially important short-term tactic tool, adding value to the actual product as well as an essential aspect to consider for the long-term strategy of the business. For example, a good salesman can tailor a service or product to any need a client might have and offer help that is included anyway but that seems a favour and apparently is a one-time offer. ( Brassington and Pettit, 2006, p. 765) Almost any business have Customer Service department, it is a necessary part of any organization and one of the most active bit in what regards reaching to the consumer and giving him the opportunity to express level of satisfaction, requirements and feedback. 
According to the latest reviews from previous or active subscribers, Virgin Media lacks at offering a good Customer Service and does not reach the customers expectation, in August 2019 only 54 % of the participants on a review on best brands for customer service, have given positive rating which classed the company to the bottom list next to Talk Talk and BT (Fletcher Y., 2019). 
Swot Analysis 
I decided to do a situational analysis of the Company by using SWOT and identify internal and external strategic factors that can influence further management decisions and future operations.
The Swot analysis identifies Company strength, weaknesses, opportunities, and threats. Strengths and weaknesses are related to the internal environment of the firm while the opportunities and threats are factors influenced by external environment. (Morrison, 2015, p.158). Virgin Media is currently working towards transforming people’s lives, boosting business and offer better products, some of their values are: Insatiable curiosity, delightfully surprising, red hot relevance and straight up (Virgin Media, 2020). Virgin Media is a well known company for the fact that has its own fibre network and provides the ultrafast download speeds that can reach up to 300 Mbps speed, this and other strengths made it to come forward into the United Kingdome market but as any business, it has both Opportunities and challenges and plays an important role in the country’s economy. 

Figure 2 
	Strength 
	Weaknesses 
	Opportunities
	Threats 

	· Well-known brand in the UK and Internationally
· Own Network (Virgin Media has its own Fibre Optic network)
· No need of phone line for the internet (No phone line required)
· High broadband speed (Up to 300Mbps)
· Fibre optic cable 
· No satellite needed for TV services
· Quick start option for TV and Broadband services (Immediate start on broadband if previously installed)
· Product innovation 
	· Gaps in the product range (not too many deals on the phone services and TV channels are less than other providers) 
· Limitation to the UK market (infrastructure does not allow Fibre installation everywhere)
· Limited upload speed for internet services (Broadband upload speed is limited to 10% of download speed)
· Bad Customer service reviews

	· Network Expansion within UK (Building new fibre optic cable around the UK)
· New product line (International calls package, own channels)
· Wireless telephony
· Own mobile network (Currently on EE)

	· No services to some zones (Some areas can never have Broadband cable)
· More traditional UK companies such us BT (BT is main competitor on Broadband as the company name include British)
· Sky channels and BT Sport channels that are not offered through Virgin Media TV services or are at extra costs (Sky Atlantic, BT Sports)
· Cheaper price from others (TalkTalk, Sky or EE have cheaper BB only prices)


The Lightning Project

Currently Virgin Media services are not available for everyone because the Fibre Optic cable cannot reach every premises, it is a must that the customer verifies if he is eligible before even requesting a survey or purchasing a package. This is both an opportunity and a challenge for the company as millions of customers waiting for the option to get the services but also a difficult task to accomplish because the UK infrastructure. Project Lightning was aimed towards getting 4 million more houses connected to the 300Mbps by the end of 2019, target that was missed by 2,2 million, and extended until 2021 when the plan is to bring the 1Gbps improved network to additional 15 million homes ( Hall, 2019). By 13 of May 2020, Virgin Media confirmed that 150,000 Homes are connected to the ultrafast broadband in Ireland looking to get up to 350,000 premises by the end of the year, committing as well to bring the gigabit connectivity into the Ireland  digital infrastructure  ( McDonald, 2020). In 2020 Virgin Media is looking for different ways to compete in the challenging market created by the new Covid 19 and is pushed to take major because of the situation, Customers necessity to pay all the costs for services such Mobile and fixed telephony, Internet and TV was previously satisfied by BT which created a new opportunity for the Company to merge with one of the giants in UK mobile services O2. This deal looks promising from a new perspective as Virgin Media previously used EE network for the mobile services previously that made the Firm to look as a “second hand provider” and gave BT the upper hand as the owner of EE Network. Because O2 was valued at £12.7 billion and Virgin Media at £ 18.7 billion, Liberty Global saw an opportunity of extension of the Lightning Project with new investments  as well as offering its customers the chance to  get all the entertainment they want under one roof, this not only that helped both companies to overcame the market challenges but also proved to be beneficial for the consumer as they can now access both Fibre optic and 5G mobile Broadband from a single provider (Sweney, 2020).

Conclusion 

Technology is a necessity for almost everyone in the current times, is an important factor of our lives and ca represent an important aspect for a person a business and even a government body successful activity. Virgin Media gave a different perception to the United Kingdome entertainment world, the Ultrafast Broadband and the cabled Television was welcomed by the public and even if the Company had lately issues with its Customer Service department, they continue to increase their target range into the market and find different options to cover the gaps into their business, increase revenues and accomplish a new merger that got them in the top of the UK Broadband and Mobile telephony provider. The Organization proved successful leading management transforming some of their threats into Opportunities and straightening their main product, Ultrafast Broadband, by expanding its network and therefore the reach of customers. The combination of good Management and good product made possible the evolution to the next step of the business as well as offering to the subscribers plenty of other reasons to continue paying the bills to them even if the most obvious factor for Customer relations failed.
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