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[bookmark: _Toc388933319]1 Introduction
Fantastic Services is a fast-growing UK home-services company, founded in 2009 and formally incorporated in 2014. It has expanded into a well-known brand offering over twenty services, including cleaning, gardening, handyman work, pest control and removals. Its franchise model allows rapid growth across the UK and Australia while keeping operational risks low. The business environment around the company is constantly changing, with rising customer expectations, labour shortages, and increasing demand for eco-friendly services. This report evaluates Fantastic Services’ strategic direction; examines the external pressures it faces and outlines practical strategies to support long-term competitiveness and sustainable growth.
[bookmark: _Toc482784109]2. Appraise the Current Strategic Direction
Fantastic Services is a UK-based service organization that has built its model around customer convenience, digital accessibility and a broad service portfolio. The company’s mission focuses on providing reliable, high-standard home and property services through a single, easy-to-use platform. This mission reflects a clear customer-centric approach, which is essential in a competitive service market where clients value speed, simplicity, and trust.
The company’s vision centers on becoming the most trusted service provider in the UK and continuing to grow through innovation and partnership. This direction aligns with its franchise-based expansion model, which allows the business to reach new areas while keeping financial risk relatively low. The franchise structure also helps the company scale while giving local entrepreneurs the opportunity to grow under an established brand.
Fantastic Services’ strategic objectives can be understood across three main themes.
 First, the company aims for steady market growth, achieved through regional expansion, new franchise openings, and service diversification.
 Second, it prioritises operational consistency, with training programmes, performance monitoring and customer feedback systems designed to maintain quality across locations.
 Third, the firm places strong emphasis on digital innovation. Its online booking system, mobile app and automated processes make the business accessible and efficient, helping it stand out from smaller competitors that rely on traditional methods.
Despite this clear direction, there are strategic challenges. The franchise system, while effective for growth, makes it harder to maintain consistent service quality. Customer expectations in the UK service sector are rising, and competition from digital platforms such as TaskRabbit increases pressure on pricing and delivery standards. Labour shortages in cleaning and maintenance also affect operational reliability, which remains a key factor for customer satisfaction.
Overall, Fantastic Services has a strategic direction built on expansion, technology and service quality. The strategy is strong, but continued success will depend on improving franchise support, ensuring consistent standards and adapting to customer expectations and labour market pressures.

[bookmark: _Toc1588373616]3 Environmental Scan & Competitive Positioning
[bookmark: _Toc1225515027]SWOT Analysis
Fantastic Services operates in a competitive and rapidly changing service environment, where customer expectations, technology and labour availability all play significant roles. A SWOT analysis helps identify the company’s internal strengths and weaknesses, as well as external opportunities and threats that influence its strategic direction.


[bookmark: _Toc1653505091]Strengths
A major strength of Fantastic Services is its wide service portfolio, which includes cleaning, gardening, maintenance, removals, pest control and more. This variety allows the company to attract different customer groups and generate multiple revenue streams. Another strength is the company’s digital booking system and mobile app, which make it easy for customers to schedule services at any time. The firm also benefits from a strong franchise model, enabling rapid growth across the UK without the heavy costs of fully centralised operations.

[bookmark: _Toc454792977]Weaknesses
One weakness is the difficulty in maintaining consistent quality across all franchise locations. Since franchise partners operate with varying levels of experience, customer satisfaction may differ between regions. Another weakness is the dependence on labour-intensive services. When labour shortages hit the cleaning or maintenance sectors, the company may struggle to meet demand, affecting reliability and reputation.
[bookmark: _Toc1743325599]Opportunities
There are clear opportunities for expansion. Rising demand for eco-friendly services offers Fantastic Services a chance to differentiate itself by using green products and sustainable processes. Additionally, the increasing use of digital platforms in the service sector provides opportunities for further app development, automated customer service and smart scheduling systems. Growth in suburban areas and new housing developments also supports market expansion.
[bookmark: _Toc837291734]Threats
The biggest threats come from competition and economic uncertainty. Online platforms like TaskRabbit and local independent cleaning businesses put pressure on pricing. Economic downturns can reduce demand for non-essential household services, impacting revenue. Labour shortages and rising employment costs in the UK remain another significant external threat (ONS, 2024).
Overall, SWOT shows that Fantastic Services has strong foundations but must continue improving quality control, digital capabilities and workforce stability to maintain its competitive edge.
[bookmark: _Toc1612744329]4. PESTLE Analysis
The PESTLE framework helps identify the external forces that affect Fantastic Services. As a UK-based SME operating in the home-services industry, the company is influenced by political, economic, social, technological, legal and environmental factors. Understanding these pressures allows the organisation to adapt its strategy and maintain competitiveness.
[bookmark: _Toc2088774000]Political Factors
Political decisions heavily influence service businesses in the UK. Government policies on minimum wage, labour rights, and immigration directly affect staffing and operational costs. Changes linked to Brexit have tightened labour supply in the cleaning and maintenance sectors, meaning companies like Fantastic Services must work harder to attract and retain workers. Local councils also regulate waste disposal, licensing for pest control and environmental standards, shaping how services are delivered.
[bookmark: _Toc1456916716]Economic Factors
Economic conditions directly impact household spending. When inflation rises, customers often reduce spending on non-essential services such as deep cleaning, gardening or maintenance. Economic uncertainty puts pressure on pricing and revenue stability. On the other hand, strong housing-market activity and more people working from home have increased demand for fast, reliable home services. Employment costs in the UK have also risen in recent years, putting pressure on SMEs’ profitability (ONS, 2024).
[bookmark: _Toc1556927596]Social Factors
Social trends favour the growth of service companies. Busy lifestyles, dual-income households and a higher interest in convenience have increased reliance on outsourced services. Customers expect reliability, punctuality and professional standards. There is also a growing preference for eco-friendly cleaning products and sustainable service practices, which presents an opportunity for Fantastic Services to position itself as an environmentally responsible brand.
[bookmark: _Toc773943584]Technological Factors
Technology is a major driver for Fantastic Services. The company already benefits from online booking systems, mobile apps, automated scheduling and digital payment systems. As digital adoption increases, customers expect seamless, fast and transparent communication. Advances in automation, AI-driven customer service tools and route-optimisation software create opportunities for greater efficiency and better customer experiences.
[bookmark: _Toc542061714]Legal Factors
The company must comply with UK regulations relating to health and safety, employment law, licensing for specialist services and GDPR requirements. Service firms face legal risks if customer data is mishandled or if accidents happen on client property. Ensuring compliance across all franchise partners is challenging but necessary to protect the brand.
[bookmark: _Toc1205267733]Environmental Factors
Environmental awareness is rising, and customers prefer companies that use green cleaning products, low-waste packaging and sustainable methods. Pressure is growing for service providers to reduce emissions, especially when using vehicles for transport between jobs. This trend encourages Fantastic Services to explore greener solutions, such as electric vans and eco-certified cleaning supplies.

[bookmark: _Toc1096481962]5 Porter’s Five Forces Analysis 
The UK home-services market is highly competitive, and Porter’s Five Forces framework helps assess the pressures Fantastic Services faces. These forces influence pricing, profitability and the company’s ability to maintain an advantage over competitors. Understanding them is essential for shaping a sustainable long-term strategy.
[bookmark: _Toc419739602]1. Competitive Rivalry – High
Competition is intense in the cleaning and home-maintenance industry. Fantastic Services competes with both large national providers and hundreds of small independent businesses. Digital platforms like TaskRabbit and Handy have also increased rivalry by making it easy for customers to compare prices and book services instantly. Because most services are similar in nature, differentiation depends heavily on quality, customer experience and branding. This keeps rivalry at a consistently high level.
[bookmark: _Toc409326846]2. Threat of New Entrants – Moderate to High
Entering the home-services market is relatively easy because start-up costs are low. Individuals can begin offering cleaning or handyman services with minimal investment. However, scaling a service business is difficult. Fantastic Services’ strong brand, franchise network, training systems and technology platform create barriers that small newcomers cannot easily match. Although new providers enter the market regularly, few reach national scale. This makes the threat of new entrants moderate to high.
[bookmark: _Toc1653064196]3. Bargaining Power of Buyers – High
Customers have many alternatives and can easily switch to another service provider. Digital comparison platforms give buyers strong control over pricing. If customers are unhappy with speed, quality or communication, they can simply book a different provider for the next service. Because customer loyalty in this industry is not always stable, buyers hold high bargaining power, pushing Fantastic Services to maintain competitive pricing and consistent standards.
[bookmark: _Toc1707665220]4. Bargaining Power of Suppliers – Moderate
In this industry, “suppliers” mainly refers to the workforce, including cleaners, gardeners, technicians and franchise partners. Labour shortages in the UK increase the bargaining power of workers, meaning the company must offer fair pay, incentives and training to keep staff. Suppliers of cleaning materials and equipment hold moderate power, but Fantastic Services benefits from bulk purchasing, which reduces dependency on any single supplier.
[bookmark: _Toc495221594]5. Threat of Substitutes – Moderate
Substitutes include customers doing the work themselves or using informal, unregistered workers. During economic downturns, some households reduce spending on cleaning or gardening services, choosing DIY alternatives. However, busy lifestyles and demand for convenience limit this effect, keeping the threat of substitutes moderate.
Overall, Porter’s Five Forces show that Fantastic Services operates in a challenging market with strong buyer power and high competitive rivalry. To stay competitive, the company must continue innovating, improving customer experience and strengthening franchise operations.
[bookmark: _Toc1620954828] 6 Value Chain Analysis
The Value Chain framework helps examine how Fantastic Services creates value through its activities, from the moment a customer makes a booking to the final delivery of the service. Understanding these activities is important because the company operates in a labour-intensive sector where efficiency, coordination and customer experience directly affect profitability.
[bookmark: _Toc2114451601]Inbound Logistics
For a service-based company, inbound logistics includes the supply of cleaning materials, tools, equipment and vehicles used by teams. Fantastic Services benefits from centralised purchasing, which allows it to negotiate better prices for eco-friendly products and professional equipment. This reduces costs for franchise partners and ensures consistent standards across regions.
[bookmark: _Toc1186030430]Operations
Operations are the core of the value chain. This includes scheduling, service delivery, route planning and quality control. Fantastic Services relies heavily on digital systems to automate bookings, assign jobs and optimise travel routes. These systems improve efficiency and reduce downtime between appointments. Consistent training for teams ensures services are delivered to a professional standard, but variations between franchisees can still impact overall quality.
[bookmark: _Toc487831444]Outbound Logistics
In the service sector, outbound logistics refers to how services are delivered to the customer. The company’s mobile teams perform all services at customer locations, making punctuality and communication essential. Automated notifications, real-time tracking and customer updates add value by improving transparency and reducing uncertainty for clients.
[bookmark: _Toc1987791398]Marketing and Sales
Fantastic Services invests in digital marketing, SEO, pay-per-click campaigns, and an easy-to-use website. The company’s brand identity is a major strength, helping differentiate it from small independent providers. Customer reviews and ratings also play a big role in building trust, making online reputation management a critical activity in the value chain. 
[bookmark: _Toc366671143]Service
After-service activities include customer support, handling complaints, refunds, follow-up messages and loyalty programmes. The company has a 24/7 contact centre and digital helpdesk, which strengthens customer satisfaction. High-quality aftercare increases repeat bookings, which are essential in a business where customer loyalty is often low.
[bookmark: _Toc347405166]Support Activities
Support functions include HR, training, IT development and franchise partner support. The company’s investment in training academies and digital tools helps maintain consistency and efficiency. IT development is a major value driver, as the mobile app and booking platform give Fantastic Services a competitive edge in the UK service market.
Overall, Fantastic Services’ value chain demonstrates a strong integration of technology, branding, and customer experience. The main challenge is ensuring uniform service quality across franchise partners, which remains critical for long-term competitiveness.

[bookmark: _Toc1500220857]7 Strategic Growth Choices (Ansoff Matrix)
The Ansoff Matrix helps identify suitable growth options for Fantastic Services by examining how the company can expand through services and markets. As a UK-based franchise organisation, the firm has several realistic development paths.
[bookmark: _Toc1296907680]1. Market Penetration
This strategy focuses on selling more existing services to current customers. Fantastic Services can strengthen retention through loyalty discounts, bundled offers and improved service consistency across franchise partners. This is the lowest-risk option and helps increase repeat bookings.
[bookmark: _Toc1611017826]2. Market Development
The company can enter new geographic areas in the UK where coverage is still limited. It can also target new customer groups such as landlords, commercial clients and local councils. The franchise model supports expansion because it allows growth with lower operational risk.
[bookmark: _Toc627165604]3. Service Development
Fantastic Services can introduce new services for its current UK customers, such as eco-cleaning, smart-home support or subscription-based home-maintenance plans. This helps the company differentiate itself and respond to increasing demand for convenience and sustainability.
[bookmark: _Toc2037326373]4. Diversification
The riskiest route but with potential long-term benefits. Options include expanding into green-energy services like EV charger installation or solar maintenance. These fit emerging environmental trends but require investment in training and equipment.
[bookmark: _Toc1183944154]Summary
The most realistic short-term strategies are market penetration and service development, while market development offers scalable expansion. Diversification should be approached carefully.
[bookmark: _Toc478312827]8 Stakeholder Analysis
Stakeholders have a direct influence on how Fantastic Services develops its long-term strategy. Mendelow’s Matrix is useful because it groups stakeholders according to their level of power and interest (Johnson, Scholes and Whittington, 2017). This helps the company prioritise communication and identify which groups must be managed more closely.
[bookmark: _Toc71298958]Mendelow’s Matrix (Power–Interest Grid)
High Power – High Interest: Manage Closely
 Senior management and franchise partners fall into this category. Senior managers guide investment, technology decisions, and brand direction. Franchise partners strongly influence customer experience and the company’s reputation, so they must be involved in strategic changes and supported consistently.
High Power – Low Interest: Keep Satisfied
 Regulators and local councils hold power because they enforce health and safety rules, waste regulations and employment standards. They do not engage daily but must remain satisfied through compliance. Investors and lenders also have power through financial expectations.
Low Power – High Interest: Keep Informed
 Employees and service professionals rely on stable work and clear communication. Customers also belong here; they care about fast service, reliability and pricing, so regular updates and responsive support are important.
Low Power – Low Interest: Monitor
 Suppliers of cleaning products, equipment and materials have low influence. They require basic communication and standard contract management.

[bookmark: _Toc1658626255]RACI Model
The RACI model helps define roles during strategic planning and avoids confusion in large organisations (Robbins and Coulter, 2020).
· Responsible: Operational managers, team leaders, and franchise partners who deliver services and implement new procedures.
· Accountable: Senior management, who approve budgets, set direction and oversee results.
· Consulted: HR, IT and franchise partners whose input is needed when changes impact operations.
· Informed: Employees, customers and suppliers, who must receive updates about new processes or service changes.

[bookmark: _Toc465906306] 9 Key Strategic Recommendations
[bookmark: _Toc1078996547]1. Strengthen Service Quality and Franchise Support
Consistency is essential in a franchise-driven service business. The company should invest in stronger training programmes, mandatory performance standards and more frequent quality checks. Better franchise support systems — such as digital dashboards, performance incentives and regional mentors — will help reduce variations between locations. Improving service consistency will increase repeat bookings and protect the brand’s reputation, which is crucial in a highly competitive market.
[bookmark: _Toc858199158]2. Expand Eco-Friendly and Sustainable Services
Demand for green services is rising, and Fantastic Services can use this as a key differentiator. Introducing eco-certified cleaning products, low-waste procedures and optional “green service packages” will appeal to environmentally conscious customers. Investing in electric vans and more efficient route-planning can reduce costs in the long run and support sustainability goals.
[bookmark: _Toc1082494279]3. Enhance Digital Capabilities and Automation
Technology is already one of the company’s strengths, but further investment in automation can significantly increase efficiency. AI-supported customer service, automatic scheduling, predictive demand tools and improved mobile-app features will streamline operations. Digital innovation will also reduce pressure on staff during peak hours and improve customer satisfaction.
[bookmark: _Toc324546107]4. Target New Customer Segments Through Service Development
Fantastic Services should continue expanding into segments such as commercial property maintenance, landlord services and subscription-based home-care plans. These options provide stable recurring revenue and reduce dependence on one-off bookings. Long-term service packages also help strengthen customer loyalty.
[bookmark: _Toc1797433702]Conclusion of Recommendations
These recommendations focus on strengthening operational consistency, leveraging sustainability trends, improving digital systems and developing new revenue channels. Combined, they offer Fantastic Services a realistic path to long-term competitive advantage in the UK home-services market.


[bookmark: _Toc729656347]10 Conclusion
This report reviewed the strategic position of Fantastic Services using several analytical models. The findings show that the company has strong foundations in digital innovation, a wide service portfolio and a scalable franchise model. At the same time, it faces challenges linked to competition, labour shortages and the need for consistent service quality. By strengthening franchise support, investing in sustainable practices, improving digital systems and expanding into new customer segments, the company can build a more competitive and resilient future. Overall, Fantastic Services is well positioned for continued growth if it follows a clear and focused strategy.
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