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[bookmark: _Toc133247496][bookmark: _Toc133198629][bookmark: _Toc133046703]Executive Summary
Costco is a wholesale, retail company that has offered services in the highly competitive global industry for decades. In recent years, the company has faced multiple challenges following the sudden onset of the pandemic that severely impacted tits operations. This paper explores different strategic measures the company can undertake to enhance its performance in the highly competitive global market by improving its customer services. The strategic tools of analysis that has been applied include Bowman’s Strategy Clock analysis, PESTLE analysis, and Porter’s five analysis. The paper identifies a number of strategies that can be used to deliver personalized care such as  knowing its customers, reacting to the customers before they know that the company needs them, integrating effective technologies and contact across all the channels and further implementing real-time agent tools. 
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[bookmark: _Toc133247497][bookmark: _Toc133198630]Company Overview
	Costco Wholesale Corporation was founded in 1983 by Jeffrey Brotman and James Sinegal in San Diego, California. The company provides a wide range of products, including electronics, groceries, and household items (Costco Wholesale Corporation, n.d). Since its establishment, Costco has successfully operated in the global market, offering its products and services in different countries, including the United States, the United Kingdom, Canada, Mexico, Australia, Spain, and China (Grewal et al., 2020). It is currently, ranked the second-largest retailer in the United States, as shown in the appendix fig 2. One effective strategy that has enabled the company to maintain its space in the highly competitive global market is low pricing for its products. Costco has achieved this through bulk purchasing, selection of limited products, minimising its product promotion, and membership fees (Minahan et al., 2018). However, the sudden onset of the pandemic has significantly impacted the retail industry, forcing Costco to restructure its strategic direction for delivering innovative customer care. At the same time, it ensures and maintains future resilience and a sustainable competitive advantage (Grewal et al., 2020). This paper will effectively provide a critical analysis of the strategic measures and options that Costco can implement to recover from the pandemic's severe impacts and develop an effective base that can enable it to enhance the experience of its customers. 
[bookmark: _Toc133046705][bookmark: _Toc133247498][bookmark: _Toc133198631]Strategic Analysis and Critical Evaluation of the Strategic Options
A strategy is an organisation's long-term action plan to effectively achieve its goals and objectives (Werdhiastutie et al., 2020). Strategies enable organisations to develop and reshape their direction in response to challenges such as unsustainable competition and negative customer behaviours. Generally, strategic management involves formulating, evaluating, and implementing an organisation's strategies to achieve its objectives effectively (Hayes, 2014). Strategic management involves analysing an organisation's internal and external environments to effectively identify potential opportunities and threats and develop effective strategies to achieve the desired outcomes (Johnson, 2017). Conducting a strategic analysis is substantial as it enables organisations to formulate strategic planning that is helpful in decision-making and enhances the smooth running of the organisation. 
Organizational performance and development are among the key indicators of a company success. As such, the company’s management must constantly conduct a strategic analysis that will enable them to determine and address the areas that are working well and those that require improvement (Fuertes et al., 2020). For an organisation to function efficiently, it is vital to consider how positive changes can be implemented. Notably, strategic analysis is fundamental if a company has a goal and mission to achieve. Strategic planning is a long-term task that involves a systematic and continuous investment of planning and resource (Garner et al., 2014; Grant, 2015). Costco Company will effectively develop a strategic management plan to reshape its direction and respond to the challenges presented by the pandemic. To achieve this, different frameworks for strategic management will be used to assess the internal and external environments of the company. 
[bookmark: _Toc133046706]Strategic analysis and critical evaluation of the strategic options will be critical as it will assess Costco’s current position, identify the potential threats and opportunities and further determine the best course of action that can be used to achieve its objectives. A strategic analysis will enable the company to identify and understand the available growth opportunities and determine the best course of action (Kuokkanen and Sun, 2020). Secondly, this analysis will enhance the company’s ability to manage risks and further develop effective measures that can be used to mitigate the problems. This will include developing proper changes in the regulatory environment, responding to the shifts in consumer behaviour and providing proper solutions to the disruptions in the supply chains (Fuertes et al., 2020). Strategic analysis will also enable Costco to optimise its resource allocation by assessing the potential returns on investments and for various strategic options and identifying the appropriate options that are likely to yield the best results.
[bookmark: _Toc133247499][bookmark: _Toc133198632]Bowman’s Strategy Clock
Bowman's strategy clock is a vital tool for analysing a company's competitive position in the market and identifying the potential strategic options that can be used to achieve a competitive advantage (Desai, 2019). This tool enables organisations to effectively determine their current position in the market based on price and perceived value. This information is crucial for developing an effective strategy to help the organisation obtain a competitive base. Bowman's strategy clock provides an effective framework for identifying potential strategic alternatives for achieving better personalisation of customer care. Costco can easily develop effective strategies by utilising the eight positions on the clock to represent diverse competitive tactics. In addition, Bowman's Strategy Clock assists in assessing the viability of various strategies in light of the organisation's current competitive position (Weston and Nnadi, 2021). This can help organisations determine the most suitable strategies for their particular circumstances.
[bookmark: _Toc133198633][bookmark: _Toc133247500]Low Price/Low-Value Strategy
Costco has already built a reputation for providing products and services at low prices, enabling it to attract many customers. However, following the high level of competition in the global market, it is appropriate for the company to explore other ways that can enable it to reduce costs and offer lower prices to its consumers. For example, the company can achieve this goal by optimising its supply chain (Weston and Nnadi 2021; McKinsey and Company 2020). To effectively enhance the experience and loyalty of the customers, Costco can use the White-Glove Customer Service, a premium level of service where customers receive personalized and high-quality support from the company. The company should also shift from reactive service centers to centers that undertake proactive control of the customer relationships (McKinsey and Company 2020). Using this strategy will help Costco to identify the individual needs of the customers and solve them on time. This predictive nature of engagement will enable the company to complete its purchase assistance, status updates, deliveries, appointments and effectively take other tasks with personalization, precision and minimal efforts (McKinsey and Company 2020). 
[bookmark: _Toc133198634][bookmark: _Toc133247501]Hybrid Strategy
A hybrid strategy involves incorporating distinctive features and advantages over competitors' offerings (Desai, 2019). The company can stand from its competitors by enhancing customer’s experience (Weston and Nnadi, 2021). Costco has already differentiated itself from its rivals by becoming a prominent retailer. Remaining competitive requires adopting a hybrid approach integrating new features and benefits with current business models as the market evolves. Introducing a customer loyalty program could expand Costco's portfolio of services (McKinsey and Company 2020). Costco could increase the rates of customer retention by paying exceptional attention to their customer’s needs and responding swiftly to their needs. The company will obtain significant consumer insights by implementing a Costco loyalty program while offering tailored incentives. 
Another possible offering from Costco could be a delivery service based on subscriptions. With the increase in online shopping comes consumers' demand for more convenient and stress-free delivery options. To satisfy customers' demands seeking routine home deliveries of their purchases, Costco may introduce a subscription-based delivery service (Lynch 2015). Costco should expand its online purchasing platform to effectively differentiate itself from its competition. Improving the online shopping experience of Costco's website could cater to a wider audience and offer convenience to customers who cannot visit physical stores due to time constraints. A streamlined purchasing procedure, a mobile app, and personalised product recommendations may be included.
[bookmark: _Toc133198635][bookmark: _Toc133247502]Differentiation Strategy
In the highly competitive markets where standing out can be difficult, companies looking to differentiate themselves from their competitors may adopt a differentiation strategy as the best course of action (Weston and Nnadi, 2021). Providing unique and high-quality goods or services is essential for creating an edge over competitors, which helps businesses attract loyal consumers even if they have to charge more than usual. Costco can differentiate itself by offering exclusive products and services consistent with Costco's brand values while satisfying customer requirements is possible by providing products derived from local sources. A rising number of buyers prefer to purchase goods made locally while backing up small-scale ventures' growth. Costco's ability to partner with nearby farmers and producers allows them to offer distinctive merchandise not offered by competitors. 
Adhering to its sustainability pledge could lower transportation costs and the company's carbon footprint. By supplying organic products, Costco can increase its uniqueness. The demand for organic products keeps increasing as more consumers become conscious about the environment and health. To appeal to those seeking eco-friendly options with superior quality standards at higher prices (Analog and Jane, 2019), Costco might consider adding organic produce items into its product line-up. Obtaining organic products from nearby farmers can help boost regional economic growth. Costco should consider offering a selection of health-focused products and services. 
Many consumers are searching for products encouraging healthy living due to the increasing focus on health and wellness. By stocking up on various health-related merchandise like vitamins, supplements, and alternative medicines, Costco can establish its unique identity among rival merchants. In order to appeal to health-conscious customers, the company could provide additional services like health and wellness consultations combined with nutrition and exercise classes.
[bookmark: _Toc133247503][bookmark: _Toc133198636]Focused Differentiation Strategy
The wholesale club industry recognizes Costco as a prominent retail behemoth. The company serves individuals, families, and businesses. Reaching distinct market segments with premium and unique products or services at Costco requires a narrowly focused differentiation strategy. The company can effectively implement the differentiation strategy through the use of the white-glove customer service. For example, the White-Glove Customer Service will enable the company to build its brand loyalty by providing products that are of superior levels(Shah and Ahmad, 2019). Customers will be more likely to feel valued and appreciated which can result to increased brand loyalty. 
Implementing the White-Glove Customer Service will give Costco a competitive advantage over other players as it will serve as a key differentiator to the company in a crowded marketplace (McKinsey and Company 2020). Many customers are always willing to pay more for products and services that they regard to be exceptional and this will help the company to stand out from its competitors. According to McKinsey and Company (2020) the White-Glove Customer Service can significantly increase the customer satisfaction of a company. The happy customers are always more likely to become a repeat customers and advocates for more products.  The white-glove customer service can significantly increase the customer satisfaction by addressing any issues and concerns effectively (McKinsey and Company 2020). 
[bookmark: _Toc133247504][bookmark: _Toc133198637]Increased Price/Standard Value Strategy
As a low-cost pioneer, Costco's business model is centred on offering its customers high-quality products and services at competitive prices. However, they might consider implementing an Increased Price/Standard Value Strategy to appeal to consumers willing to pay more for premium products or services. A possible strategy for Costco would be introducing luxury products or services presently unavailable in their stores (Yiran and Jiajia, 2021). For instance, they could provide upscale fashion labels, exclusive jeweler, and other luxury products that appeal to a more affluent market. These items would have a higher price point while maintaining the Costco-typical level of quality and value. 
In addition, Costco could consider providing personalised services by matching “alike” personalities. This can be done by using advanced analytics as well as machine learning to route calls instead of automatically assigning the customers agents or through the use of simple rules (McKinsey and Company 2020). The modern techniques draw on individual data about individual callers and agents to effectively match calls with the most suitable agent. This approach is likely to enable the Costco Company to be successful in its interaction with the buyers, enhance the performance of the agents and further achieve better call outcomes. 
[bookmark: _Toc133247505][bookmark: _Toc133198638]Low Price/High-Value Strategy
Offering exceptional value to customers is central to Costco's business model as they strive to provide high-quality goods and services at reasonable prices while remaining profitable through streamlined processes (Simon et al., 2019). To appeal to consumers willing to pay more for premium products or services, they may consider implementing an Increased Price/Standard Value Strategy. Introducing new luxury items or services not presently offered in their stores could be a potential strategy for Costco. To appeal to a richer customer base, they could offer luxury products, including upscale fashion labels and exclusive jewelry. These products maintain Costco's characteristic levels of quality and value despite their increased pricing. 
Costco could consider personalised services like custom-made travel packages and concierge assistance. Customisation of these services according to the distinct demands and Vikings of every client will come with an extra charge. Costco might consider implementing an Increased Price/Standard Value Strategy to increase its revenue and profitability. Considering the potential impact on the brand's image and customer loyalty is crucial. Customers may perceive Costco as a discount retailer, and introducing high-end products or services could compromise the brand's core value proposition. Before making any decisions, Costco would need to evaluate the potential benefits and risks associated with implementing an Increased Price/Standard Value Strategy (Weston and Nnadi, 2021). In addition, they may conduct market research to gauge consumer interest in premium products or services and evaluate the potential impact on the brand's image and reputation.
[bookmark: _Toc133198639][bookmark: _Toc133247506][bookmark: _Toc133046707]Porter’s Five Forces
	Porter's Five Forces is a framework used for analysing the competitive forces within an industry (Goyal, 2020). This model enables business organisations to effectively understand the level of competition in their industry and the various factors that can affect their profitability. Costco can use Porter's Five Forces to analyse its competitive environment effectively and develop appropriate strategies to sustain its competitive advantage (Isabelle et al., 2020). The emergency team can establish and implement strategic measures tailored to its competitive environment using this market analysis strategy. This will help the organisation deliver innovative customer care and ensure future resilience (Anastasiu et al., 2020). Besides, this strategic model will also create a sustainable competitive advantage for the company against the backdrop of the COVID-19 pandemic. 
[bookmark: _Toc133198640][bookmark: _Toc133247507]Threats of new entrants
Entry into the retail industry is relatively cheap as it involves little capital. This has posed a significant threat of competition to Costco Company following the continuous entrance of many companies offering similar products as Costco (Ran, 2022). To solve the threat of new entrants, the company should first identify the barriers to entry into the market and assess how likely it is for new competitors to enter the market. This will effectively inform the decisions on how to differentiate the offerings of Costco and make it challenging for new entrants to replicate the exact business model used by the company. To effectively gain a competitive advantage over the new entrants, the company can differentiate itself from its competitors by developing its private label products, which can be exclusive to the store. This will enable it to give its customers a unique product that they may not get anywhere. 
[bookmark: _Toc133247508][bookmark: _Toc133198641]Bargaining Power of Suppliers
The bargaining power of suppliers refers to the ability of the suppliers to influence the terms and conditions of the purchasing decision of a business (Isabelle et al., 2020). Suppliers with strong bargaining power can increase the prices of the products and services they provide resulting in increased expenses and reduced profitability for the company. Besides, if a business is highly dependent on a single supplier, that supplier may have considerable bargaining power (Isabelle et al., 2020). To effectively curb these challenges, Costco Company will first assess and evaluate the bargaining power of the suppliers in the market and explore various available options that can help build stronger relationships with its suppliers. The company can also find other alternative suppliers to reduce the risk of price increases. This can be achieved effectively by implementing a strategic alliance with its suppliers by, for instance, getting into long-term contracts with suppliers to ensure a stable supply of goods at a fixed price (Isabelle et al., 2020). The company will further develop a strong purchasing power to negotiate lower prices for goods and services with the suppliers, thus reducing its operations costs and passing these savings to the customers in the form of lower prices that offers a competitive advantage. 
[bookmark: _Toc133247509][bookmark: _Toc133198642]Bargaining power Customer
Customer bargaining power refers to the ability of customers to influence the quality, prices, and terms of sale of products or services provided by a company. When customers have strong bargaining power, they are likely to have a greater influence on the organisation's operations and profitability (Çitilci and Akbalık, 2020). The bargaining power of customers in the market is determined by various factors such as the number of buyers, level of sophistication, the ability of customers to switch to alternative services and products, and the availability of information about the services and products offered by the company (Çitilci and Akbalık, 2020).
Costco will effectively analyse and evaluate the buying power of its customers and explore the various ways of strengthening its relationship with the customers, such as improving the quality of services and products offered, lowing the prices of the products, or providing value propositions to retain its customers. The company will further develop effective membership programs that will provide additional discounts, among other benefits, to its members, thus creating a sense of exclusivity that can enable it to retain its customers.
[bookmark: _Toc133198643][bookmark: _Toc133247510]Threats of substitutes
Substitutes are the availability of alternative products and services that can effectively satisfy the needs of the same customers and the products and services provided by a particular company. The existence of many substitute products and services can adversely affect the company's profitability as the customers are likely to switch to substitute products. This can also occur if the substitutes are more attractive in terms of quality and prices (Sarisa, 2021). To effectively solve the threats brought by the substitute products and services, the Costco Company will evaluate these threats, identify appropriate alternative products and services that could potentially replace its offerings, and further explore suitable ways to differentiate its products or enhance its value proposition. One strategy that can be used to achieve this is by offering a limited selection of high-quality products at low prices and creating a unique value proposition for the customers, and this will make it difficult for substitutes to compete with its products effectively. 
[bookmark: _Toc133198644][bookmark: _Toc133247511]Competitive rivalry
Competitive rivalry refers to the level and intensity of competition between the companies operating in the same market or industry (Berman, 2018). It is the degree to which firms within an industry compete for customers, profits, and market share. Multiple factors can influence the intensity of competitive rivalry, including the number and size of competitors, the degree of product differentiation, the rate of innovation, the availability of substitute goods or services, and the bargaining power of consumers and suppliers. Costco faces stiff competition from well-developed companies in the market, such as Amazon, Target, and Walmart (Berman, 2018). To match the stiff competition in the market, Costco Company will effectively analyse the rivalry among the existing competitors by evaluating the intensity of competition in the market and exploring ways to differentiate the offerings of Costco or improve its value proposition to enable it to remain competitive. The company will further focus on providing high-quality products at relatively lower prices than its competitors and initiating multiple membership programs to provide a unique competitive advantage that will enable it to stand out in the industry. 
[bookmark: _Toc133247512][bookmark: _Toc133046708][bookmark: _Toc133198645]PESTLE Analysis
	The Pestle analysis refers to a strategic tool used to analyse the external macro-environmental factors affecting business organisations. This analysis focuses on the political, economic, social, technological, legal and environmental factors affecting an organization (Çitilci and Akbalık, 2020). By effectively analysing the six factors, Costco will gain a better understanding of the external environment in which it operates, and this will enable it to develop appropriate strategies to respond to potential threats and opportunities. 
[bookmark: _Toc133198646][bookmark: _Toc133247513]Political Factors
Costco operates in multiple countries globally, including the United States, Mexico, Canada, the United Kingdom, South Korea, Japan, Taiwan, Australia, Spain, Iceland, and France. These nations have different political environments, which could significantly impact the company's operations (Zheng, 2020). For instance, the United States and the United Kingdom can impose tariffs and other trade barriers on foreign-imported products. The enactment of these policies has made Costco incur higher costs for importing products from its suppliers, thus hindering it from offering its services and products at relatively lower prices to its customers. This has further affected its sales and profitability (Sharma et al., 2021). 
Secondly, many nations have unfavourable labour regulations and strict laws governing intellectual property rights, such as trademarks and copyrights, which affects the company's profitability. To effectively solve the political issue in the different countries where it operates, the Costco Company will significantly identify the impact of government policies and regulations on the operations of Costco, such as trade policies, labour laws, and tax laws (Nguyen, 2019). The company will then explore the potential opportunities for government grants, tax incentives, and public-private partnerships to support innovative customer care initiatives. 
[bookmark: _Toc133198647][bookmark: _Toc133247514]Economic Factors
The backdrop experienced by the Costco Company during the pandemic can be attributed to multiple economic factors. During the pandemic, the major factors that adversely affected the company include low expenditure and consumer purchasing power due to inflation and increased unemployment rates in many nations, including the United States, China, and the United Kingdom. This pandemic caused many consumers to experience financial difficulties, reducing their potential to purchase products. In the United States, inflation has been a concern due to rising prices of products and services (Ran, 2022), which has severely affected the profitability of Costco's company. Besides, the pandemic led to an increased unemployment rate which adversely reduced consumers' ability to spend.
Additionally, inflation has been a key concern in many nations where Costco operates, which has severely impacted the buyers. To solve the economic problems affecting Costco, the company will first analyse the impacts of various economic factors such as interest rates, inflation, and consumer habits. The company will then leverage its buying power to negotiate for lower prices from the suppliers, pass on the cost savings to the customers, and invest in new technologies that can enhance efficiency and reduce costs. Notably, the pandemic greatly increased the transition to digital channels and remote work. Thus, Costco can leverage technology to provide consumers with a seamless and personalised shopping experience. This may involve offering online ordering and home delivery, implementing contactless payment systems, and utilising data analytics to comprehend consumer preferences and behaviour.
[bookmark: _Toc133198648][bookmark: _Toc133247515]Social Factor
The demand for Costco's products is substantially affected by social factors. As you mentioned, shifting consumer preferences and lifestyles can substantially impact product demand. For instance, the trend toward healthier lifestyles has increased demand for organic and natural products, which Costco has met with the Kirkland Signature brand (Ran, 2022). Consumers have become more aware of the health benefits of consuming organic and natural products, so the demand for healthier products has increased substantially in recent years. In response, Costco has increased the availability and affordability of its organic and natural product offerings. In terms of hygiene and safety, the pandemic has also significantly affected consumer behaviour.
Consumers' increased awareness of the significance of sanitation and hygiene has increased demand for products like disinfectants, hand sanitisers, and masks. Costco has taken additional measures to ensure the safety of its customers and employees, including implementing social distancing measures and limiting the number of customers in its stores (Costco Wholesale Corporation, n.d). Moreover, as consumers have become more hesitant to leave their homes, the pandemic has also increased online shopping. Costco has expanded its online presence, making it simpler for customers to shop from their homes.
[bookmark: _Toc133198649][bookmark: _Toc133247516]Technological Factors
Technological developments such as e-commerce and digitalisation have significantly impacted the retail industry (Dess et al. 2016). The rise of online purchasing has altered consumers' shopping habits and forced traditional retailers to adapt or risk falling behind. Like many other traditional brick-and-mortar retailers, Costco was initially reluctant to adopt e-commerce. However, with the emergence of the COVID-19 pandemic, online shopping has significantly increased, making it a key strategy for the company to enhance its sales. To meet the evolving needs of its consumers, Costco will begin to invest in e-commerce and introduce same-day delivery services and curbside pickup. 
According to McKinsey and Company (2020) technology and innovation plays significant roles in transforming various industries. The application of technology can enable Costco to develop superhuman agents such as the artificial intelligence and natural language processing can be leveraged to create and analyze personalised experiences. Technology will help Costco to enhance its customer experiences because technologies like sentiment analysis and voice recognition can be used to understand the emotions of the customers and improve their experiences (McKinsey and Company. 2020). For example, if a customer is frustrated or angry, the system can automatically route them to a more reliable and experienced agent who better equipped to handle their situation. After contacting the customers, the technologies will be enable the company to transcribe and analyze the customer interactions, identify the areas of improvement and enhance training opportunities for agents.  
[bookmark: _Toc133198650][bookmark: _Toc133247517]Environmental Factors
The environmental factors in the PESTLE analysis refer to external factors that impact an organisation's operations and are beyond the organisation's control (Simoes, 2020). Like numerous other retailers, Costco must clearly recognise the significance of environmental sustainability for consumers in the global market. This can be achieved by implementing various strategies aimed at improving environmental sustainability. Among these measures include being committed to reducing plastic pollution by reducing packaging, using alternative materials whenever possible, and employing recyclable materials (Mintzberg,c 2009). The company should also develop many sustainable packaging initiatives to reduce plastic use.
Additionally, Costco should encourage its suppliers to adopt sustainable practices such as conserving water, reducing greenhouse gas emissions, and utilising renewable energy. This will enable it to reduce its negative environmental impact and further assist the suppliers in becoming more sustainable. Additionally, the company should invest in renewable energy sources like wind power, solar power, and fuel cells (Dess et al. 2016). The company can also partner with many wind farms to produce renewable energy equivalent to the annual electricity. Costco can engage its employees in sustainability initiatives by educating and training them on sustainable practices, encouraging their participation in recycling and composting programs, and incentivizing their adoption of sustainable practices. 
Furthermore, the Company can procure its products from suppliers engaging in environmentally responsible practices such as organic farming, waste reduction, and renewable energy. Costco can reduce its energy consumption by installing LED lighting, enhancing HVAC systems, and upgrading refrigeration systems, among other energy-efficient measures. This will reduce not only the company's energy costs but also its carbon footprint (Andriuškevičius and Štreimikienė, 2021).
[bookmark: _Toc133198651][bookmark: _Toc133247518]Legal Factors
The legal factors in the PESTLE Analysis refer to regulations, termination, laws, and policies that can impact a business company or industry (Grant, 2015). As a significant retailer, Costco is subject to many legal regulations and requirements, including product safety and labour laws. These regulations can have significant positive and negative effects on the company's operations and reputation (Berman, 2018). Regarding labour laws, Costco has previously been criticized for its treatment of employees. Specifically, some employees have accused the company of failing to pay a reasonable wage, providing insufficient benefits, and prohibiting unionization (Sarisa, 2021). Consequently Costco should take appropriate measures, such as increasing the minimum wage of its employees and implementing effective practices that can make healthcare more affordable for its employees. 
[bookmark: _Toc133247519][bookmark: _Toc133198652][bookmark: _Toc133046709]Conclusion
	Costco Company has faced multiple challenges following the sudden onset of the pandemic that has severely impacted the retail industry. This has hindered the company from providing its products and services to the market in a more profitable manner. To effectively regain its strong competitive base in the global market, Costco Company must implement relevant managerial strategies as described in the above strategic tools of analysis. Strategic analysis plays a significant role in the enhancement of a company's competitive base, and this will enable Costco to reshape its direction in response to the challenges that it currently experiences, such as unsustainable competition and negative customer behaviours. Strategic management involves formulating, evaluating, and implementing an organisation's strategies to achieve its objectives effectively. One effective strategy that can enable the company to regain its competitiveness is product differentiation. The wholesale club industry recognises Costco as a prominent retail behemoth. The company can thus enhance its product differentiation through localisation, enhancing innovation, labelling its brands privately and bundling its products. 
[bookmark: _Toc133046710][bookmark: _Toc133247520][bookmark: _Toc133198653]Recommendations
	Costco should adopt and use a multi-faceted approach that combines technology, customer-centricity, and empowerment of employees to deliver effectively. The company should also invest in the training of their employees. The employees of Costco are its most valuable asset, and it is thus recommended that it invest in its training and development to enable the company to maintain a competitive advantage. The company can provide training in new technologies, customer service, and crisis management. This can help employees adapt to the shifting business environment and provide superior customer service. The company should also foster a culture of innovation and agility effectively. To remain competitive, Costco should promote a culture of innovation and adaptability. This may entail forming cross-functional teams capable of rapidly adapting to shifting customer needs and market trends. In addition to encouraging employees to generate new ideas, the company can reward innovation. The company should also enhance supply chain resilience. Since the pandemic has greatly exposed many businesses in the global market to vulnerabilities in their supply chains, Costco should increase the resilience of its supply chain by differentiating its suppliers, employing advanced analytics that can enable it to predict demand, and further implementing agile manufacturing and distribution processes. 
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	Background Information
The Costco Wholesale Corporation is a multinational retail corporation operating a chain of membership-based warehouse clubs. The company founded in 1976 in San Diego, California by James Sinegal and Jeffrey Brotman. The company provides a vast variety of products, including groceries, electronics, appliances, furniture, apparel, and jewelry, are available at Costco. The company's business strategy is to provide premium goods and enhance the customer experience. In recent years, the company has faced multiple challenges following the sudden onset of the pandemic that has severely impacted the retail industry. As a result of these challenges, Costco has developed a sudden onset management team that will develop effective strategic measures aimed at enhancing the customer experience of the company by delivering innovative customer care, ensuring its future resilience, and further develop a sustainable competitive advantage. To effectively enhance the experiences of the customers, the company will use various tools of market analysis. This will involve the white-glove customer service. 









Fig 1. Background information of the Costco Wholesale Corporation
[image: How Much Does a Costco Store Sell Each Year?]
Fig 2. Graph showing the biggest retailers in the U.S. (Berman, 2018).
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