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Executive Summary
The purpose of this report is to explore how P&G can achieve more sustainable development in the Chinese market. The report analyzes the external environment in which P&G carries out its business and the internal problems and strategies it has adopted. In the report, tools like PESTEL, SWOT, Porter’s Five Forces and Marketing Mix are used to analyze P&G’s situation.
P&G faces many challenges in China, but also has certain opportunities. At present, the country's overall political environment is stable, and the country has taken corresponding measures to promote economic recovery. China is a promising market with a huge population and high Internet penetration in the country. Challengers include people's low willingness to spend amid the pandemic. People have a higher demand for products, people more pursuit of health and environmental protection. P&G has many brands, good image and other advantages, but there are also some shortcomings such as products easy to be imitated. The main threat to P&G is fierce competition, and the main opportunity is the rapid development of the Internet and e-commerce. The strategies adopted by P&G mainly include multi-brand strategy, market-oriented pricing strategy and channel strategy to expand the electronic market. Although P&G has a good performance in the Chinese market, P&G still lacks in customer care. P&G can improve customer care by customizing products for customers and establishing smooth customer service system, so as to obtain higher customer satisfaction.
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[bookmark: _Toc122155866]1.Introduction
[bookmark: _Hlk122155999]Procter & Gamble(hereinafter P&G) is the world's largest manufacturer of daily chemical products, with a stable customer base and a huge market share. With the continuous development of social economy, the traditional producer-oriented concept is gradually replaced by market demand and social demand. Nowadays, personalized and diversified consumer demand has gradually become the mainstream, and the market competition has shifted from the simple price and product competition to the category and brand competition. P&G China's current product categories include hair care products, skin care products, personal cleaning products, oral care products, women's health products, baby care products, fabric home care products and food. Through several years of efforts, the Chinese market has become one of the most important markets for P&G company.































[bookmark: _Toc122155867]2.PESTEL Analysis

PESTEL model is a typical model for the analysis of the external environment of the industry. The model comprehensively considers four influencing factors, namely, political environment, economic environment, social and cultural environment, and technical environment. It can grasp the external environment of daily chemical, washing and hair care industry from a macro perspective, and select appropriate competitive strategies for enterprises.

[bookmark: _Toc122155868]2.1Political Factors
Political environment refers to the national policy guidelines and laws and regulations. This section mainly analyzes the policy environment from the political environment, domestic consumption policy, tax and fee reduction measures.
At present, the state encourages consumption to stimulate domestic demand. Even though affected by the epidemic, the economic growth rate was slow and people's willingness to consume was not strong, the country still took corresponding measures to encourage and stimulate consumption, such as issuing consumption coupons to stimulate consumption. To revitalize the real economy during the epidemic, China has implemented a series of measures to streamline administration, delegate power, cut fees and taxes, and issued relevant documents and announcements to support the development of enterprises. In addition, the state uses short-term fiscal revenue to reduce the burden on enterprises, accelerate the optimization and transformation of industrial structure, seek new impetus for economic development and create a more relaxed and orderly environment.
On the whole, the domestic politics are stable and the level of industrialization is relatively high. The national policies encourage the promotion of domestic demand, reduce taxes and fees, reduce the burden of enterprises, and promote the development of the real economy. The chemical industry environmental protection related laws are further improved and the standardization of industry standards are promoted, and the quality of the industry is improved, which is conducive to the expansion of enterprises and sustainable development. Political factors to promote the development of the daily chemical washing and treatment industry, is a favorable opportunity. However, on the other hand, due to the impact of the trade war between China and the United States, China announced that it will raise tariffs on some American imports, which poses a challenge to international enterprises like P&G.

[bookmark: _Toc122155869]2.2Economic Factors
Economic environment refers to the general situation and trend of economic development, as well as the domestic and foreign economic situation, covering a wide range, including the national economic structure, market size, industrial structure, the perfection of market mechanism, consumption level and so on. This report analyses the economic environment from the perspective of national economic situation and initiatives.
The COVID-19 pandemic has had a huge impact on the world economy in 2020, with a sharp slowdown in global economic growth, rising unemployment, and reduced trade and cross-border investment. In response to the impact of the epidemic, countries have adopted fiscal and monetary policies to ease difficulties and boost their economies.
Hit by the COVID-19 pandemic, China's economy has slowed. In response to the economic downturn affected by the epidemic, China announced the issuance of 1 trillion yuan of special government bonds, which will be used to reduce or reduce rent subsidies, discount interest on loans to key enterprises, discount interest on guaranteed loans for start-ups, subsidies for stabilizing employment, basic living allowances for people in need, and other expenditures related to the fight against the epidemic.
At present, the impact of the epidemic is phased and will not change the general trend of China's sustained economic development. Under the influence of various policies and measures, China's economy will continue to maintain a steady recovery.

[bookmark: _Toc122155870]2.3Social Factors
In this element of the PESTEL Analysis framework, ecological changes and issues are considered. Lemmons(2022) notes that nowadays people's awareness of environmental protection has increased greatly. People want to reduce the use of plastic to ease the pressure on the environment. Therefore, those products that pay more attention to environmental protection tend to gain people's favor. In view of this, the consumer goods industry should consider how to make products in the production, packaging, transportation process more environmentally friendly.
The distribution and structure of population characteristics are important factors to be considered in the social environment. For daily chemical and washing products, being popular in the market and accepted by consumers is the most important prerequisite. This report analyzes the social environment from the aspects of population size and urbanization level.
With the economic growth, the number and structure of China's population have undergone significant changes, which determine the demand for products and the scale of the market. The greater the number, the greater the demand. China's total population will reach 1.4 billion in 2022, which undoubtedly has a huge market potential. At the same time, China's urbanization level continues to improve. With the promotion of urbanization, people's income will increase, consumption power will be driven, and domestic demand will be boosted as an important growth point of the economy, which will directly benefit the consumer goods industry. It can be said that with the continuous increase of population size, the advancement of urbanization, the expansion of consumption space, the consumer goods industry has entered new opportunities.

[bookmark: _Toc122155871]2.4Techological Factors
The technological environment is the development of the technical level of the industry in which the enterprise is located, which is related to whether the enterprise can timely adjust the strategic decision, so as to obtain new competitive advantages. This report analyzes the technological environment from the aspects of Internet technology and modern chemical industry technology.

[bookmark: _Toc122155872]2.5Ecological Factors
The development of Internet technology has changed people's accustomed way of life, but also brought a huge impact on traditional trade. Compared with the traditional trade model, the online shop has no physical store center, no large inventory, personnel streamlining and other advantages, not only reduce the working capital, but also make people more convenient shopping. According to the World Internet Development Report 2022, the number of Internet users in China has reached 1.05 billion by 2022, and the Internet penetration rate is 74.4 percent. With the increase of the number of Internet users, online shopping has become a popular fashion, consumer goods as necessities of life, its market competition is extremely fierce, e-commerce platform has become the main battlefield of brand promotion.

[bookmark: _Toc122155873]2.6Legal Factors
This component of the PESTEL/PESTLE Analysis framework reviews the influence of regulations and policies on businesses and macro-environment. At present, the chemical industry environmental protection related laws to further improve the standardization of industry standards, promote the quality of the industry. This will be conducive to the expansion of business, sustainable development of P&G.







[bookmark: _Toc122155874]3.SWOT Analysis
[bookmark: _Toc122155875]3.1Strength
[bookmark: _Hlk121925051]Procter & Gamble’s strengths enable it to maintain its market position despite high levels of competition from other consumer goods firms. In this portion of the SWOT analysis, external factors that strengthen the organization's growth and accomplishment are identified.
P&G owns a large number of brands, which is a very obvious competitive advantage. It has created different brands for different age groups, different consumption levels, different functional needs. Its products from soap, toothpaste, shampoo, hair care gel to toilet paper, tampon, paper products, food, almost occupy the entire daily necessities market share. P&G owns many well-known brands, such as Head & Shoulders, Pantene, Piel, etc.
P&G has built a good corporate reputation and image. P&G Greater China public welfare projects focus on basic education for young people. By the end of last year, P&G has set up more than 200 P&G Hope Home schools and donated to Project Hope in many provinces, benefiting more than 200,000 children, establishing a good corporate image for the company.

[bookmark: _Toc122155876]3.2Weakness
Despite its prominent market position, Procter & Gamble experiences challenges based on organizational weaknesses. In this part of the SWOT Analysis, obstacles to business growth stemming from within the organization are identified.
One of Procter & Gamble’s main weaknesses is the imitable nature of its products. This means that competitors are able to produce similar products that may be of comparable quality and cost less. Having imitable products can lead to a decrease in market share for Procter & Gamble and ultimately reduce profits. 
Another weaknesses of the company is their limited online presence. This lack of visibility online may lead to difficulty in reaching potential customers. P&G divides its channels into supermarkets and distributors, and adopts direct supply to large supermarkets and retail enterprises. Most of its sales are achieved through the supermarket system. However, as the sales performance of e-commerce and convenience stores increases year by year, the sales performance of supermarkets has declined in recent years(Garcia,2021).

[bookmark: _Toc122155877]3.3Opportunities
This section of the SWOT analysis details external factors that act as opportunities for the organization's expansion and success.
The global market offers immense potential for P&G to expand its operations and reach new heights. With the further advancement of globalization, P&G can now access customers from around the world and tap into new and untapped markets.
By leveraging the power of internet and e-commerce, P&G can now communicate with customers from different countries and regions, enabling them to build relationships and create new opportunities for growth(Adams,2021). For example, a stronger online presence can improve P&G’s brand image by increasing its brand exposure and consumer awareness.

[bookmark: _Toc122155878]3.4Threat
[bookmark: _Hlk121925612]Procter & Gamble's performance may be jeopardized by external factors, thus threatening its success. In this element of the SWOT analysis, external factors that pose threats to the organization are identified.
Due to the large market and wide range of consumer groups, there are a large number of competitors in the consumer goods industry(Williams, 2020). In China, Procter & Gamble faces fierce competition from Unilever and other local brands.
In addition, imitation is a considerable threat against P&G. Local businesses may create products that are comparable to those of Procter & Gamble. Through careful research and development, they can develop products that are comparable in terms of quality, safety, and affordability. This will allow them to offer customers a competitive alternative to Procter & Gamble’s products, thus cutting the latter’s market share and profits.
















[bookmark: _Toc122155879]4.Porter's Five Forces Analysis
Michael Porter's Five Forces Analysis is an essential tool for business strategic decision-making. This analysis provides an organized approach to identify and analyze the relative strengths of five external forces that affect a company's competitive position in the marketplace. These forces include the threat of new entrants, the threat of substitute products, the bargaining power of buyers, the bargaining power of suppliers, and the intensity of rivalry among competitors. By thoroughly analyzing these five forces, businesses can develop strategies that will ensure their competitive advantage and long-term success.
The Procter & Gamble Company is one leading firm in the global consumer goods market. Such dominance is achieved partly by addressing the external factors in the industry environment. These external factors are identifiable through a Five Forces Analysis of Procter & Gamble.

[bookmark: _Toc122155880]4.1Entrants
The Procter & Gamble Company’s consumers can easily move to other consumer good brands, based on the low switching costs. This external factor enables new entrants to exert a strong-intensity force against the company.
With the continuous expansion of the domestic market size of consumer goods, more and more enterprises began to enter the Chinese consumer goods market. However, this trend has been suspended after the epidemic. The main reason is that under the influence of the epidemic, people's willingness to consume is not strong, and enterprises' production is blocked(Torkington,2021). Both the establishment of new enterprises and enterprises' entry into new fields will face great risks.
Some products in the market can function as substitutes for products from the Procter & Gamble Company. This component of Porter's Five Forces Analysis examines how substitution affects organizations and the business setting.
The low switching costs make it easier for consumers to switch away from Procter & Gamble, thus increasing the threat of substitution. P&G has announced three price increases since fiscal year 2022. From SK-II and OLAY under the beauty section to oral care and shaving care products, P&G has made price adjustments. In its January 2022 earnings call, P&G also said it would raise prices across all 10 categories. The average price of all products rose 8 percent in the fourth quarter(Lucas). In the context of P&G's price increase, original customers may be inclined to buy alternatives to save money.

[bookmark: _Toc122155881]4.2Buyer’s Bargaining Power
Procter & Gamble seeks to attract customers to its consumer goods by satisfying their preferences and needs. Such satisfaction determines how customers influence firms and the industry environment, as considered in this part of the Porter’s Five Forces Analysis model. 
With the rapid development of Internet, more and more consumers are shopping on e-commerce platforms, making product prices more transparent and enhancing the accessibility of products of various brands. Therefore, the phenomenon that the traditional market restricts the buyer's bargaining power by means of information opacity no longer exists. Influenced by the epidemic, the traditional supermarket and physical sales mode have suffered a lot, and enterprises in the industry will face great challenges. Gramling(2021)notes that in the future, more products will use the Internet as a sales platform, which is an irreversible trend.
Through the Internet platform, consumers have more shopping choices, and when the price, quality and efficiency are at the same level, products with lower prices will be more popular. Consumers’ switching cost is low when choosing commodities, so the bargaining power of them is gradually improving, which poses a threat.

[bookmark: _Toc122155882]4.3Supplier’s Bargaining Power
Suppliers support Procter & Gamble by providing raw or intermediary materials that it needs in business operations. This element of Porter’s Five Forces Analysis addresses the influence of suppliers on the industry environment.
Many third-party intermediary firms control the flow of materials from suppliers to P&G’s facilities. This external factor imposes pressure on Procter & Gamble’s consumer goods business(P&G)
Before the epidemic, multinational enterprises relied on shipping logistics for global material procurement in order to reduce material and logistics costs. During the pandemic, companies' production capacity was hit hard, and more than 10 percent of global shipping capacity was withdrawn from the market due to the pandemic. The overall purchasing cost of P&G has increased to a certain extent compared with before. Under the fragile global supply chain, the material purchasing cost has increased, which has greatly affected the supply, and the bargaining power of suppliers has become stronger.

[bookmark: _Toc122155883]4.4Rivalry
The extent of competition between Procter & Gamble and its rivals shapes the advantages it holds in the consumer goods market. This element of Porter’s Five Forces Analysis identifies the influence of competition on the industry environment. 
Due to the huge market and wide range of consumer groups, there are a large number of competitors in the consumer goods market. P&G is facing fierce competition from its rivals. Due to the low exit cost and increasing number of new entrants, the current Chinese consumer goods market is mostly occupied by well-known foreign brands and a small number of local brands(Jingle Office). Major brands make great efforts to introduce safer consumer goods, which undoubtedly exacerbates the threat from fierce competition.



[bookmark: _Toc122155884]5.4ps Analysis
The marketing mix or 4ps (product, place, promotion and price) refers to the strategies and tactics employed in a company's marketing plan to meet objectives.

[bookmark: _Toc122155885]5.1Product Strategy 
The products that are offered to target customers or buyers are identified in this element of the marketing mix. At present, Procter & Gamble’s product mix has the following segments: Beauty segment, Grooming segment, Health Care segment, Baby, Feminine & Family Care segment, Fabric & Home care segment. Procter & Gamble have subdivided its products into different segments for more accurate strategic planning and management. Beauty segment includes products like Rejoice shampoo and Safeguard Crest toothpaste. Blades, razors and post-shave products are grouped under the Grooming segment. Procter & Gamble divide oral care products and supplements into the Health Care segment. The Fabric & Home Care segment includes laundry detergents, fabric enhancers, and related products. The Baby, Feminine & Family Care segment includes Procter & Gamble’s Pampers diapers and related products and Tampax feminine care products.
[bookmark: _Hlk122051517]P&G also chooses a multi-brand strategy. Muti-brand strategy means that the same company builds multiple brands so as to occupy more market shares and reduce business risks(Srinivasan,2021). Different brands target different markets, and the brand management has a relative independence. For example, within P&G, Rejoice, Pantene and Head & Shoulders cater to different needs of consumers, and they are independent and competitive with each other. The implementation of multi-brand strategy can maximize the market share and reduce the risk of enterprise operation. Even if one brand fails, it will not have much impact on other brands.

[bookmark: _Toc122155886]5.2Price Strategy
[bookmark: _Hlk121953906]In this element of the marketing mix, price ranges and price bases are identified. Procter & Gamble applies prices that maximize revenues and profits. Market-oriented pricing strategy is one important pricing strategies adopted by P&G. When pricing its consumer goods, Procter & Gamble often takes into account competitors' prices and pricing movements. This helps to ensure that the prices are in line with the market, allowing them to remain competitive while still making a profit(Bdc). 
[bookmark: _Hlk122134412][bookmark: _Hlk122134396][bookmark: _Hlk121953492]On the other hand, P&G uses the product-bundle pricing strategy to price for groups or sets of products. The product-bundle pricing strategy is an effective way to promote sales by combining different products(Nadukwu,2019). For example, Procter & Gamble uses this pricing strategy in sales to businesses by providing certain discounts, which helps to higher sales of its products. Besides, Retailers of Procter & Gamble also adopts product-bundle strategy to promote the sales.

[bookmark: _Toc122155887]5.3Place Strategy
In this element of the marketing mix, the venues for trading with target consumers are identified. Retailers are the major entities involved in the distribution of Procter & Gamble’s consumer goods. They stock the shelves and make the products available to the general public. This ensures that the company's products are easily accessible to consumers. Additionally, retailers provide the necessary customer service and support, helping to create a positive customer experience. By working with retailers, Procter & Gamble is able to efficiently reach its target market and maintain a strong presence in the marketplace.
The P&G Shop is another venue to reach the consumers. With this platform, customers have easy access to a wide variety of P&G products and they can also take advantage of exclusive offers and discounts. The P&G Shop, supported by the powerful internet, is a great resource for customers to find the products they need and trust at competitive prices.

[bookmark: _Toc122155888]5.4Promotion Strategy
This element of the marketing mix deals with the company’s communications strategies in reaching target customers or consumers. 
Procter & Gamble uses advertising as its main way of communicating product specifics and other relevant information to its target audiences(Janice,2022). In the face of the COVID-19 pandemic, many companies have cut their advertising budgets to reduce production costs. Even P&G's two major competitors, Unilever and L 'Oreal, have cut their marketing investment, while P&G has increased its marketing investment(Jefferson,2022). P&G China effectively promotes its products by launching a large amount of TV advertisements, inviting celebrities to endorse its products and sending free trial products to consumers, and enters into distributors to effectively control its sales channels.
Public relations are also significant in the promotion strategy. P&G’s public relations activities involve various sponsorships. For instance, Procter & Gamble gives sponsorships for sports events like the 2022 Beijing Winter Olympics.  
The utilization of a comprehensive marketing mix approach for consumer goods allows Procter & Gamble to maximize its success. Despite its efforts, it still doesn't do enough in terms of customer care, the key factor to sets it apart from its rivals.



































[bookmark: _Toc122155889]6.Recommendations
Customer care is an approach to dealing with customers that involves providing them a positive experience while they interact with your brand, products, or services(Herrity,2022). Customer care is more than just providing customer service and support; it works to build emotional bonds between brands and customers. Customer care is an essential component of any successful business. It is not just about providing a service or product, but also about creating a positive experience for the customer. Providing quality customer care means taking the time to understand the customer’s needs and providing the best possible service. It is important to be responsive to customer inquiries, listen to feedback, and take appropriate steps to address any issues. Customer care is also about building relationships and fostering loyalty. By delivering excellent customer service, companies can create a positive reputation and ensure that customers return for future business. 
Deloitte’s survey reveals that customer experience (85%) and service improvement (78%) are companies’ major drivers of investment. In practice, it means adopting a consumer-oriented approach and delivering improved customer care.

Provide high-quality products and service
Procter & Gamble’s vision statement is “Be, and be recognized as, the best consumer products and services company in the world.” Procter & Gamble should continue to provide its customers with high-quality products and services. Therefore, it should invest more in research and development, in order to ensure that customers receive the best products and services possible. 

Create a positive experience for customer
Maintaining customer satisfaction is a key factor in ensuring the success of a business. The Covid-19 pandemic, the lockdown, and the subsequent shift of so many shopping experiences online have made it increasingly essential. This can be achieved by collecting customers’ feedback through surveys, live chat or chatbot. By doing that, P&G have access to the critical insights that can improve its customer experience. 

Meet the needs of the customers
Procter & Gamble should ensure that they are establishing effective communication channels with their customers. This will help to ensure that customer feedback is being effectively gathered, that customer service inquiries are addressed promptly, and that customers have the ability to reach out with any questions or concerns. It is important to maintain open lines of communication with customers, as this will help to build trust and foster loyalty. Furthermore, by staying in communication with customers, Procter & Gamble will be able to better understand their needs and make changes to their products and services that meet those needs.
Establish Effective Communicating Channels
Procter & Gamble should strive to ensure that their customers have an effortless and unified experience regardless of the department or channel they interact with. This means different departments providing consistent, clear communication and support that is tailored to the customer's needs(Gera and Kumar,2022). P&G can use technology to enhance collaboration between different departments. For example, when a customer seeks help from a customer service department, the customer service department can quickly respond to the customer and provide a satisfactory solution by virtue of its close collaboration with the technical department. By doing that, P&G can create an engaging, enjoyable experience that keeps customers coming back.
When it comes to providing customer service, a one-size-fits-all approach is not effective. Procter & Gamble should take advantage of the current technology available to provide customers with personalized products. In this process, customer data plays a key role. For example, personalised suggestions can be tailored to a customer's browsing or buying habits, or a discount can be given on an item associated with a past purchase. Customers can choose what kind of information they'd like to receive when signing up for P&G's e-newsletters and loyalty programs, and then P&G Customer Service Department sends them relevant content through the system.

 Make KPIs about customer success
Procter & Gamble should ensure that their customer support teams have clear Key Performance Indicators (KPIs) that focus on customer success. By tracking these KPIs, Procter & Gamble can better understand how their customer support team is performing and make adjustments to ensure the highest level of customer satisfaction. Additionally, setting KPIs for customer success allows Procter & Gamble to proactively identify potential areas for improvement and take steps to ensure their customers are receiving the best possible experience.
In addition to KPIs for service teams, P&G should also consider introducing KPIs that are centred around the customer for business divisions that have a substantial impact on customer service. These KPIs include average time from order to delivery, the number of queries received about your products, and the time it takes to issue refunds.
Procter & Gamble (P&G) should expand digital channels to enable more convenient customer interaction. By expanding digital channels such as social media, mobile apps, and web portals, P&G can offer customers the ability to easily access information, ask questions, and provide feedback. Furthermore, the use of digital channels could enable P&G to proactively reach out to customers and respond to their needs in a timely manner. In this way, P&G can ensure that customers have a positive experience and build loyalty, while also streamlining operations and reducing costs(Maechler and Neher).



[bookmark: _Toc122155890]7.Conclusion
By adopting multi-brand strategy, market-led pricing strategy and expanding marketing channels, P&G has achieved excellent performance in China. But the impact of the pandemic has also exposed P&G's shortcomings in customer care. P&G can improve customer care by improving product quality, providing personalized service and increasing customer service channels.
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