Good afternoon, my name is Asmut Price and my student number is 2021599.  My presentation today is to identify potential solutions for the problem M&S are facing, and how these solutions can be monitored, reviewed and communicated.  
The overarching problem that faces M&S is that their sales and popularity has declined.  This has come about for a number of reasons.  One of these reasons is that M&S no longer know their demographic (Russon, 2020).  In order for M&S to increase sales, they need to understand their demographics.  Fulfilling customer needs results in increased profits (Kleiner, 2001). 
The solution that I have identified, was helped to form following an analysis, using SWOT and PESTLE. A number of strengths & opportunities were identified, and as a result, a potential solution that could be implemented is to carry out market research.  M&S can conduct an in depth survey to provide data on customers’ requirements and wants.  In this way, M&S can get a clear understanding of their demographics and their requirements.  By conducting market research, M&S can listen to their customers, establish what customers want, how customers want to shop & use the M&S iconic legacy to help rebuild the brand.  If a business wants to remain successful in a competitive market, they need to be able to understand their customers’ needs and wants (Camilleri, 2017).
Monitoring & reviewing the solution is essential.   It is a powerful management tool that can be used to improve the way organisations achieve results.   The assistance of a decision matrix can be a good way of finding the most effective solution (Voehl, 2016).  Here is an example.
	Decision implemented:
A conclusion that I have arrived to is that that one of the main reasons for the decline of Marks and Spencer was that it had lost its demographic.

	Monitoring the decision:

	Resources:
Finances – to fund the solution and monitor
Staffing – to conduct research and analysis
Technology – to carry out research
Time – sufficient amount of time to allow data gathering

	Key Indicators: KPIs are a good way to monitor, review and to ensure that this solution is working.   
No. of surveys completed
Monitoring weekly
10% increase of targeted demographic website hits
% of M&S share increase
In today’s competitive environment, organisations cannot be careless about their business; in fact, they must ensure that their KPIs are effective and use them to make improvements when necessary (Andrew J. Collins, 2016).

	Targets:
Minimum 25% return rate on survey over a set period of time.
In this case, the survey could run over a period of 6 weeks.

	Data Sources:
Reports
KPI’s
Reviews

	Reviewing the decision:

	Is there adequate time available to run market research? Are there enough staff available to help promote/conduct this research? Suitable/up to date equipment/technology available? How many surveys completed after 1 month of the survey commencing? Do the respondents require support to complete survey?
Has website hits increased? Has footfall increased in stores? 

	Communicating the Decision:
Ensure that the decision is communicated to all stakeholders, internal and external.
How this is communicated can depend on the stakeholder that this information is being communicated to.

	Internal Stakeholders

Board members & Staff 
– emails, reports, newsletters

	External Stakeholders

Customers, Suppliers, Creditors, Shareholders
· Social media, emails, letters, reports
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