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The Decline of Marks and Spencer


Introduction
Marks and Spencer is one of the most cloths retail shops worldwide based in Leeds in the United Kingdom. The retail shop has been doing well in its businesses; for instance, in 1998, it became the first company to hit the 1-billion-pound mark as profit (Scott and Walker, 2017, pg. 181). Additionally, it had expanded its roots to many countries worldwide, with approximately 1625 stores. With all these achievements, it created job opportunities to very many people. Also, it had gained popularity which made them have so many customers buying their products from various stores. Though immediately after its peak, Marks and Spencer have been faced with many problems. This has made it hard for the business to maintain its highest record of profit realization. Most of its problems originate from the fact that they serve many customers and are not paying attention to the feedback and complaints. According to the current reports, customers complain about the stock in the Marks and Spencer retail shop stores, saying they are not appealing even based on the past and current generations (Higgins and Toms, 2018, pg. 11).  


Nature, Scope, And Impact of Marks and Spencer on Customer Attention Problems
In recent years' customers are not happy with some of its decisions, the stock of cloths Marks and spencer is offering to them and how the stores are being arranged. In any business organization, Narasimhan (2020) affirms that customers require attention, and the business must meet their needs because their feedback and complaints will make business owners make appropriate decisions (pg. 172). The decline of Marks and Spencer retail started when they opened up many stores which had few workers to attend and listen to customers. Such a problem had negatively impacted the business because the profit margin in the recent years had declined drastically since during the peak time when they realized a profit of 1 billion pounds in 1998. In 2001 Marks and Spencer Company reduced to 145 million and has continued felling up to now (Leite, 2020, pg. 14). Such failure is because the company is not putting the customers' needs into consideration when they complain about their store and the kind of services.
Additionally, customer attention has made sales reduce in some stores, which has become a burden to the whole cloth retail business, forcing Marks and Spencer to close 60 stores. According to Tarasanski (2017), the company is aspiring to close around 40 or relocate them to suitable places in the next ten years (pg. 12). The closing down of these stores has made over 6000 workers lose their jobs, especially during these challenging economic conditions of the pandemic. The hiring rate of Marks and Spencer has also reduced drastically because many customers are now not buying from their stores as they used to buy during the prime time of the business. Therefore, this shows that Marks and Spencer should employ ways of maintaining their customers to ensure that they provide the best services, which will ensure that the firm remains competitive in the market. 


A SWOT Analysis on Marks and Spencer, Linked to Customer Attention
SWOT analysis is used in organizations where new strategies are developed to achieve success and the organization to be better positioned to compete with its rival organizations or competitors. SWOT is an acronym for strength, Weaknesses, Opportunities, and Threats, and therefore swot analysis is a way of assessing the four aspects of an organization. Many organizations use these analyses to make the most out of what they have got. It also helps reduce and minimize the chances of failure by understanding what the organization or the business lacks and avoiding the dangers that would be experienced without unawares. Marks and Spencer's organization has experienced a decline in its sales for an extended period. 


The Strengths of Marks and Spencer
Marks and Spencer is a traditional business that has been there for ages, since 1884. The co-founders had the idea to only specialize in merchandise that was made in Britain. For that reason, it attracted many customers, and for generations, this became a trademark for Marks and Spencer worldwide and led the company to make huge profits at the end of the 20th century (Horgan, 2017, pg. 16). Another main strength the company has is that it experienced a warm acceptance worldwide; hence it has a ready market to exploit if they would identify their demographic. Marks and Spencer also sell their product at a mid-price that is not too low and not too high, targeting middle groups who can afford their products (Singh, 2018, pg. 9).

The Weaknesses of Mark and Spencer
Due to the many customers, the retail shop had become the first retail shop to attain the pretax profit of one billion pounds in 1998. Since then, the company has been struggling because it has lost its connection and attraction with the customers. Losing the relationship with the customers has been the central weakness of Marks and Spencer. This weakness has forced the company to downsize employees and closure some shops (Cardella, 2018, pg. 177). Additionally, Marks and Spencer retail stores are still selling old-fashioned clothes, which are not competitive in the current markets, which are composed of the young generation. In this case, the lack of proper knowledge of their demographic made the company lose its clients. 

The Opportunities of Marks and Spencer
           Marks and Spencer is a well-known brand to many customers. Modern technology such as online shopping would help in rightsizing, and the company would be in a better position to make a profit (Leite, 2020, pg. 17). Using technology to reach their customers and taking online surveys would be an excellent opportunity to interact with their customers, and they will have a clear picture of their demographic. Marketing the company through online marketing is another opportunity that they can exploit to reach many clients and beat other companies competing with them in the same market. The use of smart cards, which they have already implemented in their business, will also help them make work easier and attend to many customers (Leite, 2020, pg. 22). Through all these ways, the business will be able to revive and make huge profits as it has been doing.

Threats Facing Marks and Spencer
Marks and spencer are facing threats because it never invested in its brand earlier enough after it started struggling, which has given room to other emerging retailer shops to overtake them like Zara. Moreover, their customer experience, which was about 45s, is currently not pleasing the client because it leaves their customers unsatisfied (Scott and Walker, 2017, pg. 17). Poor decision-making is also another significant threat that the company is experiencing. Lastly, the Marks and Spencer retail store is stocking old fashion clothes, which is according to the current generation. Additionally, on the side of the stocking, they are mixing the cloth, which is not a good idea according to the customers' feedback. Therefore, they will have to change their ways rof doing business and follow what customers are demanding.



PESTLE Analysis on the Macro Environment Linked with Customer Attention
Business owners are advised to consider many external forces affecting the business operations in any product promotion process (Scott and Walker, 2017, pg. 200). Marks and Spencer chain stores have been adversely affected by government policies, especially during this period of the Covid-19 pandemic. For instance, many businesses during this coronavirus were forced to close their workplaces or reduce the number of customers in shop premises. Thus, this has made Marks and Spencer operate under strict measures to ensure that people have kept the required distances and have followed covid-19 protocols as stipulated by the government through health (Bernon, 2018, pg. 17). Additionally, the chain stores have been adversely affected by the acts of the business paying high taxes according to their profit margins. Such rules make Marks and Spencer has hard times in paying employees, which has made the government come in and subsides some of its services like paying taxes.
According to statistics, Marks and Spencer depend on the United Kingdom retail markets, challenging due to high competition and the pandemic (Leite, 2020, pg. 22). Due to this, it means the company should look for new ways to attract and maintain their customers. Such challenging economic conditions have made the trading process of the chain stores difficult, forcing them to cut their expenses by closing some stores and terminating employment contracts of many workers. Similarly, the business has recently faced stiff competition from other retail companies, which do businesses online, thus challenging the traditional way used by Marks and Spencer to do business.
One of the major problems of the Marks and Spencer retail stores is that they have poor interactions with their customers, which makes up the macro social environment of the business because it links the customers and the business (Singh, 2018, pg. 13). Due to the limited social environment, customers have been accusing them of lacking time to attend to them and sort out their grievances. Therefore, the owners and the managing team should first value customers' grievances to prosper and regain its previous state of making huge profits.
Many retail businesses are changing due to the changes that come with technology. They are embracing online marketing and trade. Also, they are changing with the demography they have. This problem affects Marks and Spencer retail stores since the firm is tied to the same brand as the current generation (Taylor, 2019, pg. 21). Additionally, the businesses are now online based, which means using modern technology to trade as in e-commerce. Thus, such changes have made Marks and Spencer shops have hard times because they must do away with traditional trading methods to maintain their loyal customers and gain new ones. 
Also, the business of Marks and Spencer is affected by the location of most of its stores. Some stores are in places where there are insufficient customers. Therefore, some of the stores have low sales (Tarasanski, 2017, pg. 14). Besides, the legal matters of environmental conservations are costly, which means they will have to cater to the bills of maintaining the surrounding environments to compete pretty based on the laws. Thus, Marks and Spencer will have to change and adhere to the legal laws as per the pandemic protocols and follow the rules governing firms' competitive environment.









Conclusion
Marks and Spencer have taken a long time to adapt to new products and know their customers in the line of fashion and technology. This has caused them to lose more clients who have been absorbed by newer competitors who are adapting well. Marks and Spencer also lost their brand, which led to confusion, which caused significant damage to the company. The introduction of online shopping and other boring fashions in Marks and Spencer clothing line stores have caused the company to experience difficult times. Unless they do something, they will end closing all of their stores. Marks and Spencer should go back to their roots and identify where they made their first mistake. These would help them sort out their main problems one by one, become more engaging with their clients, and become more competitive with their competitors and rival companies. For Marks and Spencer to get back to their feet, it would be better to maintain a good relationship with its clients as the best way they can remain in business. Therefore, it would be prudent if they take time to set standards of what they require from their shop attendants and other employees. These standards should include how much time they should spend with their clients and different ways to satisfy clients. Previously Mark and Spencer had experienced bad decision making though introducing free biscuits and later withdrawing them without proper communication to their customers. Most of the customers were devastated, so the company should have an appropriate channel of communication. Downsizing employees was a great idea to help the declining company, but this did not go well with many people. The company should have proper ways to market its products through technology rather than lay off people.
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