














REPORT: RESHAPING THE STRATEGIC DIRECTION BY DELIVERING INNOVATIVE CUSTOMER CARE

                            NAME- BHUMIKA
                       STUDENT I'D- 2230753
[bookmark: _GoBack]





1. Executive Summary 
This report has given a detailed overview of the chosen organization Microsoft. The assessment will analyse the report remit, the background of Microsoft and definitions of the concepts for strategy, business level strategy, competitive advantage, Porter’s generic strategy for internal analysis and pestle for external analysis. Microsoft Corporation is an American multinational technology corporation which was founded by Bill Gates and Paul Allen in the year 1975 and is currently headquartered in Redmond, Washington. Microsoft is ranked no. 14 in 2022 as the largest united states corporation on total revenue. The following assessment includes a brief analysis that has been made while keeping in mind all the external factors that affect the technological industry. The inclusion of the threat faced by the industry with the increasing foreign trade agreement has been made. Moreover, the factors like the green management of e-waste and how green sustainability in turn helps the product of the insurer to improve have been made. The assessment also has been made in order to portray the various effects that the cultural diversity of the country imposes on the particular industry focused. In this report, it can be analysed that the present strategies of Microsoft are making middle-class customers the target audience and also lowering operational costs. However, it can also be seen in this report that the merger of Microsoft and Skype can be highly beneficial for the organisation as adding innovation can ensure high market growth and high market share. Further, it is recommended to Microsoft that it should focus on sustainability sue to the increased inclination of the customers towards sustainability. Moreover, eliminating regulatory concerns through contingency management can be highly useful for Microsoft for not only enhancing its performance but also enhancing its organisational image and market position.
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[bookmark: _Toc140002389]2. Introduction
This report will give a detailed overview of the chosen organization Microsoft. The assessment will analyse the report remit, the background of Microsoft and definitions of the concepts for strategy, business level strategy, competitive advantage, Porter’s generic strategy for internal analysis and pestle for external analysis. In the discussion section, in the external analysis pestle analysis is performed to analyse the critical factors that are impacting Microsoft, on Political, economic, social, technological and environmental and legal levels. For internal analysis Porter’s generic strategy is analysed is evaluated that shows the impact of the current strategies on Microsoft. Microsoft Corporation is an American multinational technology corporation which was founded by Bill Gates and Paul Allen in the year 1975 and is currently headquartered in Redmond, Washington. The USA is known for huge variation in the field of politics. The country is also known for the stability and profit the companies gain from it. The stability in the political standard has helped the technological market gain global opportunities which help to increase firm’s investments and their business. Such political stability and the presence of fair plans which government holds towards the technological market have helped the market to gain many foreign trade agreements. The recommendations are based on improving innovative features in Microsoft, eliminating regulating concerns and focusing on sustainability. 
[bookmark: _Toc140002390]2.1 Report Remit
This report provides a detailed overview of the Microsoft Corporation, USA which was once founded by Bill Gates and Paul Allen in the year 1975. The report aims to critically elaborate on the factors that are impacting the Corporation by analysing Pestle and Porters. The Pestle analysis has given a detailed explanation of the political factors that are impacting Microsoft. The involvement of other foreign firms poses a threat to the IT industry and other existing companies in the foreign firms where they face serious challenges. The economic stability in the USA has become a factor which benefits the technical industry and IT firms to expand their business overseas. Porter’s generic competitive strategy discusses four major elements that are cost leadership, differentiation focus and cost focus. Cost leadership is taken for Microsoft as they operate in different markets which gives them customer retention and as a result, it lowers the operation cost by enhancing the profitability of the organisation. 
[bookmark: _Toc140002391]2.2 Background of the organization
Microsoft Corporation is an American multinational technology corporation which was founded by Bill Gates and Paul Allen in the year 1975 and is currently headquartered in Redmond, Washington. Microsoft is ranked no. 14 in 2022 as the largest united states corporation on total revenue (Microsoft, 2023, ii.). Their best-produced software is Windows Line operating system, Microsoft 365, Internet Explorer and Edge web browsers. Microsoft is the world’s largest software maker and is considered one of the Biggest five American IT companies besides Amazon, apple, Meta platforms and Alphabet which is the parent company of Google. Since the 1990s, they have diversified the operating system market and achieved a number of corporate acquisitions of LinkedIn and Skype technologies. Their values align with their missions and they prioritize their customers and partners. Their aim is to focus on diversity and promote accountability and transparency. Leading on transparency fulfils their accountability to build trust. They refer to themselves as one of the transparent companies according to their size and they regularly share D&I progress with their employees and people. They have committed to evolving their data and expanding them to gain insights and share necessary data for fulfilling accountability and commitments. To progress on the part of inclusion and representation they ensure the employees are responsible enough to practice inclusion, learn from failure and take daily actions for betterment (Microsoft, 2023, iii). Their cultural diversity makes the organization extraordinary. They value respect integrity and accountability the most. On corporate social responsibility, they value inclusive economic growth, protect fundamental rights to build a sustainable future and earn the trust of the employees and users to make a positive impact on the industry and with technical advancements (Microsoft, 2023, i). Microsoft has 221,000 employees and around 60% of employees belong to USA. the employees are divided over some main operational departments (statista.com, 2023). Those are manufacturing, distribution, product support and consulting services, research and development, sales and marketing and general and administration. In April 2023 their annual revenue was 52.9 billion dollars which has been increased up to 7% (Microsoft, 2023, iv).  
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[bookmark: _Toc140002562]Figure 1: Representation and inclusions of Microsoft
(Source : Microsoft, 2023, iii)
[bookmark: _Toc140002392]2.3 Definitions of major concepts
Strategy 
Strategy is a Greek word which means the art of troop leaders or an office of command, general and generalship. It refers to general plans that are achieved by one or more than one person or group under conditions of uncertainty. Strategy is also utilized as a comprehensive way to pursue political ends by involving actual use or threats in the process of wills. Strategy is an essential factor as it is associated with achieving goals and setting goals by prioritizing and predicting actions to mobile resources and executing them according to those actions. A strategy is also intended to emerge activities of an organization to adapt to the environment which will bring competitive advantage for that organization through activities such as strategic planning and strategic thinking. A company plans strategies that will generate market value with limited cost. The competitive advantage will be the outcome of the profit and strategic planning depending on the activists in the value chain (Lesort et al., 2020). Furthermore, firms make a competitive advantage by analysing and choosing such activities where they will be able to compete and maintain the cost arrangements differently than other firms for making a visible change or transformation in the same industry. Strategic planning brings an advantage by which firms are able to choose the right method to execute and generate value.  
Business level strategy 
It is referred to as strategic planning which a business has to undertake for developing a process that will generate value for the consumers and will be able to distinguish themselves from the competitors. Business-level strategy is to achieve sustainable competitive advantage and become successful in the market by executing the strategic plan. Business-level strategy is more focused on generating value and having a competitive advantage for the business. Hence it is seen that business-level strategy is an outline that will make a company compete effectively in the market and will serve as the foundation for the overall company’s strategy. 
Business-level strategy is about predicting and determining how to compete and be successful in the market (Olson et al., 2021). The business level strategy helps to articulate many operations that can be implemented to achieve success as per business goals. There are several reasons why businesses adopt strategies that will let the organisation thrive in the industry and the operation they perform. These are, understanding the difference from competitors, decision-making ability, improving focus and evaluating the target market, long-term planning, and growth and development. Business level strategy plays a crucial [part for organizations as it supports and motivates them towards the right direction and helps in the growth of the existing resources by putting effort. Adopting this strategy gives a competitive advantage to achieve the overall goals of a particular organisation. 
Competitive Advantage
Competitive advantage can be defined as the aggregate of several terms that distinguish potential competitors and gives them a unique and higher position in the market. Several dimensions of competitive advantages are innovation, differentiation and low-cost leadership (Udriyah et al., 2019). Market orientation should bring a competitive advantage to accelerate business performance in the industry. Hence, there’s a positive correlation between market orientation and competitive advantage. The factors of competitive advantage are responsible for a company to produce goods and products to optimise services in a cheaper way than other rivals. This allows the productivity entity to make more sales. Compete advantage is related to a variety of factors are structural cost, branding, the product quality of the offerings, network distribution and customer service. A competitive advantage makes a product and service more attractive and wanted, by the customers than the rival companies. A company is able to produce more efficient items which makes a value for being unique and higher than other companies. 
Porter’s generic strategies for internal analysis 
This strategy describes the ways a company makes a competitive advantage and beats its rivals in the marketplace. This concept was first introduced by Michael Porter in the year 1980. This strategy targets three main aspects that are cost leadership, differentiation and focus. These three strategies are applicable to any type of business. Porters’s generic strategy forms an interaction between cost minimisation, product differentiation and market focus strategies of organizations (Islami et al., 2020). This Porter’s analysis and strategy are tied to firm performance and strongly resemble prospector strategy and strategy to cost leadership. There are some types of competitive advantages which analyse the scopes that an organization must achieve to give a better performance in the industry. Overall, Porter's generic firm strategy targets customers by offering quality products at lower prices which is a cost leadership strategy. Secondly, It targets customers who prefer higher quality and high prices which makes them stay competitive. This strategy is a differentiation strategy. And the other is focus strategy where firms offer low-cost products which is the only target to succeed in the competitive market. Companies that adopted this strategy were able to achieve the highest market position to gain a competitive advantage and focus on furthering new perspectives.  
Pestle for external analysis  
A pestle analysis is broad fact relevance activity that explores the external factors which impact organisational performance and decisions that will help the organisation to maximize their performance and reduce potential threats. There are six major factors that influence this analysis (Simões, 2020). They are political, economic, social, technological, environmental and legal factors. Through analysing the external environment, the pestle analysis helps in business planning in the right direction through positioning, growth, targets and risks related to productivity. This helps in evaluating the value and validity of existing products and services for new product development. Workforce planning and marketing planning can be executed through this analysis. This also identifies the gaps, challenges and issues and displacements or job reduction. A pestle analysis can bring organizational change with strategies, reports and projects to deploy a broader organization strategy. A pest analysis gives a detailed insight into data and information that are collected to show the possible impacts and outcomes with more data-driven results. 
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[bookmark: _Toc140002563]Figure 2: Pestle Analysis Diagram
(Source : Simões, 2020)
[bookmark: _Toc140002393]3. Discussion
[bookmark: _Toc140002394]3.1 External analysis
PESTLE Analysis 
	P-Political factors 
	The increase in the agreement of the international trade market has become a barrier to the industry (Jefferson, 2023). 

	E-Economical factors 
	The considerable economic stability in the country has helped the company to grow its share and market value (Sutton and Williams, 2023).

	S-Social factors 
	The increasing cultural diversity of the country imposes a threat to the information and technology sector (McKelvie and Zimmermann, 2022). 

	T-Technological factors 
	The increasing amount of online transactions has become a source of tension for the country as there might be cybercrime attacks (Statista, 2023).

	L-Legal factors 
	The increase in electronic waste in the country (Semuels,2019).


	E-Environmental factors  
	The increase in customer preference for green products (Marketing-and-comms, 2022).


Table 1: PESTLE analysis 
(Source:Self-Created) 
Political factors
The USA is known for its huge variation in the field of politics. However, the country is also known for the stability that it portrays and the profit companies gain from it. Moreover, the stability in the political standard has helped the technological market to gain worldwide opportunities that help them to increase their investments and also their business (Azmeh et al. 2020). Moreover, such political stability and the presence of fair plans that the government holds towards the technological market have helped the market to gain many foreign trade agreements. However, the growing trade agreements have become a factor of concern for the technology industries. With the involvement of other foreign firms in the market, the competition in the market would also increase. This increase is able to pose a serious threat to the information and technology industry as the existing companies in the industry continue to face serious challenges from foreign firms.   
Economical factors
The economic stability in developed countries like the USA has become a factor that poses benefits to the technological industries and helps them to spread their business in various portions of the world. Moreover, the technology industry can also expect sustainability in their business performance keeping in mind this particular kind of market (Chowdhury et al. 2022). Moreover, the information and technology industry also helps in giving a definite boost to middle-class income that is generally neglected by all other sectors or industries. With the help of the strategic address that the industry makes, many companies gain a strategic threshold in the economic market. With the rapid change in the economic market and the continuous development that they face in developed countries like the USA, industries like information technology get help in gaining business opportunities. The US stock market is something that is considered to be the most improved and the most advanced one among all other stock markets. 
Social factors
Customers play a very important role in the products across all industries. This however is considered as one of the major factors when dealing with the information and technology industry. As this kind of industry mainly revolves around the customer and the satisfaction that they hold towards the products produced, this imposes great opportunity for the industry (Sull et al. 2022). Based on the innovation of the product that they make, the industry could earn favorable points from their customers. Moreover, the further improvement of the product produced would increase the customer satisfaction rate of the industry. The cultural diversity however makes it hard sometimes to actually incorporate the kind of demands or innovations demanded by the customers. This then becomes a point of rage for the customers. As the USA has people of all kinds of cultures living in it, the cultural diversity thus poses a potential threat to product innovation and customer agreement towards the specified kind of product produced. 
Technological factors
Technology varies in all kinds and forms and is always considered something that is easy to adapt. The rapid innovation of the technologies present in mobile is something that is greatly appreciated by people all over the world, as it is easy to use. However, this rapid transformation has made it easy for traditional hardware and software technology to be replaced (Grewal et al. 2020). Other than that many new firms have also seen this rapid change as a scope and entered the competitive market and thus pose a challenge towards the old companies present in the industry. Moreover, the increasing amount of online transactions in the market has created opportunities for the technological industry to develop products that would help customers to have safe and secure transactions. However, technology is changing in such a rapid way that the industry is actually failing to keep up with the regular development and is thus getting exposed to all kinds of cybercrime attacks. 
Legal factors
The increase in electronic waste can always result in great criticism that a particular industry might face. Especially when it comes to the technology industry. With the increase in the regulations of waste disposal, the industry tends to gain suitable opportunities that help them to effectively recycle and dispose of the waste that they tend to give out (Seif et al. 2023). However, there also lies factors, like additional challenges that the technological industry might face while addressing the environmental impacts that they tend to pose which becomes a matter of threat for this kind of industry. This factor also tends to disrupt the business of the industry as environmental factors pose a great deal to the customers and makes a huge impact on the kind of decision that the customers would take. The industry also can gain favorable points upon looking after the kinds of issues that the industry makes and in return solving them. The government of the USA has imposed many different laws that could be imposed when taking into account e-waste as the EPR Laws have made it compulsory for all kinds of industries to collect or recycle obsolete waste.
Environmental factors
The customers present in the US tend to focus on the green products produced by the companies that would help the industries to create sustainable standing in actually enhancing the opportunities that the technology industry holds (Hsu et al.  2021). With the help of more green products that the industry aims to develop in the near future, this in turn would help the industry to increase not only its business operation but also would gain the trust of the consumers who are more focused on having a green technological environment. Moreover, consumers nowadays prefer to show satisfaction towards the industry that has a green sustainable environment, especially when it comes to the consumers of the USA. 
[bookmark: _Toc140002395]3.2 Internal analysis
Porter’s generic strategy
According to Torres-Teves et al. (2023), it can be stated that strategies in an organisation are the major cornerstones through which any business plan, as well as functions, can be developed significantly. The model of Porter's generic competitive strategy comprises four effective elements which are differentiation, cost leadership, differentiation focus, and cost focus. In the context of Microsoft, it can be analysed that for cost leadership, Microsoft operates in various markets through which it can gain various groups of customers through which the operation costs are lowered by increasing the profitability of the organisation. This strategy is highly beneficial for the organisation, especially amidst the fast-changing industrial scenario (Nagy, 2022). Operating in various markets allows the organisation to gain cost leadership through which the market share can also expand and increase effectively. Another cost leadership strategy that is incorporated by Microsoft is the way through which it targets only middle-class customers. The majority of the population in the world are middle-class people which increases not only the business opportunities but also increases the sales of the organisation.
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[bookmark: _Toc140002564]Figure 3: Revenue of Microsoft
(Source: Vailshery, 2023)
From the above figure, it can be observed that the sales and the revenue of the organisation are rising significantly through the incorporation of the cost leadership strategy. For differentiation, Microsoft produces products that are unique in regards to their features like software products that are specially developed and produced for business organisations. According to Rego et al., (2022), through the help of the development of new and unique products, the organisation can lower agility of the organisation. Especially while navigating during a difficult or turbulent market condition, it is the production of new products with unique features can be useful for the organisation. In 2022, Microsoft announced the production of new and unique surface laptops which have features such as enhanced efficiency and increased color palette. Moreover, the organisation also launched an application through which pictures can be generated using AI (The Economic Times, 2022). For the Focus strategy, It can be observed that Microsoft uses niche marketing and also focuses on saving the resources of the organisation. According to Paturkar and Deshpande, (2020), it can be analysed that Microsoft can acquire communication with customers through niche marketing. Moreover, Microsoft is also seen to be forming acquisitions through the new software launch. Further, it can also be observed that Microsoft has a comparable-oriented system through which it can enhance the R&D of the products through which the differentiation, as well as the cost, is focused effectively. Through focus differentiation, Microsoft has also introduced Live Messenger through which the messagability is increased in the organisation. However, on the other hand, for cost focus, Microsoft incorporated a merger with Skype in 2011 through which the organisation was able to lower operational costs (Paturkar and Deshpande, 2020). Through the help of this differentiation focus and cost focus strategy, the organisation can increase market opportunities by also enhancing the market share all across the world.
Impact of the current strategies on the organisation
The above-discussed strategies of Microsoft have developed positive as well as negative impacts on the organisation. From the above, it can be observed that the organisation has been developing different and unique products. It can also be seen that Microsoft is planning to introduce AI in various applications as it has already launched an application (Sehgal et al., 2020). Microsoft is trying to empower workers and employees through the introduction of AI which has helped the organisation to overcome its challenges and also helped the organisation to thrive in the technological market of the USA. Moreover, it can also be assessed that although the organisation's biggest target market is the middle-class people, however, it can be observed that during the pandemic, the organisation faced a huge loss due to the lack of proper sales and also due to the increase in the price of production and operation. Moreover, as the organisation operates in various markets, it can be observed that the organisation faced losses due to the high inflation rates and high costs of raw materials. On the other hand, it is the different product ranges that help the organisation to increase its market share and expand itself in various places. Since the pandemic, the market share of the organisation has raised by approximately 55% (Gaus, 2020). Moreover, it can also be seen that after the partnership with Skype, Microsoft has been facing challenges as the organisation has stated that some configuration issues need to be mitigated which is also creating challenges and difficulties for the users of Skype and Microsoft (Carter, 2021). Moreover, it can also be assessed that this issue has created a connectivity issue for the organisation through which the user experience is lowered. Hence, the lowering and disturbing functions of Skype can lead to the lowering image of Microsoft as well. The evolution of the products in Microsoft has developed significant benefits for the organisation through which it helps the customers effectively work especially the employees. Despite the significant mergers and partnerships, it can be stated that the organisation experiences highetinening operational costs in the various markets that also develop regulatory concerns for the organisation. Hence, it can also be evaluated that on one hand, these strategies of the organisation have helped the organisation to increase revenue and profitability. There has been an increase of approximately 7.37% rise in profitability (Macrotrends, 2023). Further, Microsoft has also faced lowered market share and customer churn rates due to the lack of proper services. The Customer churn rate of Microsoft is currently 4.5% (Cloud Blogs, 2020). The strategies have positively impacted the growth of the organisation. Furthermore, the incorporation of AI in the application allows the organisation to innovate effectively. Despite the investments in AI, the organisation has faced several issues regarding the issues that have been found in the applications which has also increased the number of customer complaints.
[bookmark: _Toc140002396]4. Strategic options and recommendations
BCG Matrix for strategic options
[image: ]
[bookmark: _Toc140002565]Figure 2: BCG Matrix of  Microsoft
(Source: Created by Self)
From the above figure, it is evident that there are many strategic options for the organisation through which the organisation can improve its products and services in the market and also expand its market share. The strategic options for Microsoft are as follows:
Manufacturing Unique Products: At present, Microsoft is already producing products with unique features. However, Microsoft should manufacture products that have unique characteristics and features. Developing futuristic products can be helpful for the organisation to ensure significant product differentiation. At present, it can be seen that Microsoft has been able to successfully implement technological advancements to develop unique features in the products, however, the organisation can develop effective products through which environmental sustainability can be ensured. This will help the organisation to gain more customers, especially after the pandemic, the customer has become more conscious and aware regarding sustainability within organisations (Panda et al., 2020). This strategy is considered a star as it can help the organisation to increase both market growth as well as market share.
Attempts of R&D and innovation: The R&D can be helpful for the organisation to increase market growth as it can be seen that Microsoft after entering into a partnership, the quality of connectivity through Skype where the customers and users are facing issues and challenges along with difficulties. According to the diffusion of innovation theory, it can be analysed that the incorporation of innovation can be helpful in the market growth of the organisation (Grover et al., 2019). Moreover, it can also be analysed that after the partnership, the quality of services and products have been deteriorating significantly. Moreover, the increased R&D especially in Skype can help increase the market growth which is why this strategy is placed in the Question mark.
Expanding target market: Currently, Microsoft targets middle-class families which limit the market growth and expansion of the organisation. Hence, the organisation can expand the target audience by targeting the employees and also the business organisations that need technological innovation and advancements. This can help increase the market share of the organisation through which the growth of the organisational performances can be ensured significantly in the market. Moreover, market expansion can be beneficial for Microsoft in attracting new customers, establishing multi-revenue streams, and enhancing branding opportunities (Quain, 2018).
Application of negotiation skills in partnerships: Microsoft has entered into many partnerships and mergers where the organisation suffered due to the terms and conditions of the partnership. For instance, it can be seen that after the partnership, the quality of Skype deteriorated which also lowered the image and reputation of the organisation. Hence, through negotiation skills, terms and conditions are required to be formed in the organisation through which the liabilities will be divided and also through which the damages can be improved and worked upon effectively. Further, negotiation skills within a partnership can help maximise the benefits (Mohd Som et al., 2020).
Recommendations
Working on improving Skype and Microsoft Teams with innovative features: It can be observed from the above points that working with Skype has been difficult due to the connectivity difficulties that have been faced by the customers and users. This has created a great concern which has also lowered the image of the organisation. Innovation management and the emergence of innovation are highly necessary for the organisation to increase and enhance its performance in the market (Kusi-Sarpong et al., 2019). Moreover, through the help of effective innovation, many new features can be significantly grown. It has already been seen that Microsoft implements AI in its mechanisms. However unique features of AI should be used to improve the user experiences through which Skype calls can be more secure and the connectivity issues can be solved effectively in the organisation. Further, in this way, the organisation will not only gain new customers but also will be able to rely on the technologies and innovation processes of Microsoft.
Focusing on sustainability: There is a high importance on business sustainability at present especially after the pandemic due to the increased inclination of customer interests towards sustainability (Suki et al., 2023). By practicing sustainability effectively, it can be observed that Microsoft can be able to save and manage resources that are highly required. An increased level of sustainability can be beneficial for the organisation to increase market growth and also to increase thee profitability and overall revenue of the organisation. Through the help of increased sustainability of the organisation, Microsoft will be able to flourish effectively. In the case of Microsoft, it can be observed that the organisation has not developed sustainability strategies properly which leaves it only technological. However, with the application of sustainability, Microsoft will be able o work on important aspects that the customers are interested in.
Eliminating the regulatory concerns: Microsoft has faced some significant anti-trust concerns in its regulatory framework (La Monica, 2019). Hence, the regulatory concerns should be managed effectively through which the organisational environment and behavior can be enhanced. Moreover, according to the contingency theory of management, management is highly required especially when the organisation is facing cognitions or challenges (Kohandel et al., 2023). Hence, elimination of the regulatory concerns can be ensured through the proper implementation of proper and effective management. Further, by eliminating the regulatory concerns, Microsoft will be able to gain a high competitive advantage in the market and also will be able to gain more customers effectively in the market. Regulatory concerns can be easily eliminated through strengthening and reconsiderations of the activities as well as the policies of the organisation through which the challenges of the organisation can also mitigate significantly in the market. In this way, effective market share can be increased through which the image of the organisation will be strengthened in the technology industry.
[bookmark: _Toc140002397]5. Summary of the recommendations
Microsoft should work on improving Skype and Microsoft Teams with innovative features to improve connectivity issues and solve potential difficulties faced by consumers and users. The use of effective innovation with new features can grow their market and customer engagement. With effective sustainability, Microsoft can save and manage resources for sustainability which will bring market growth and increase the profitability and overall revenue of the organization. The regulatory concerns need to be managed effectively by which organisational behaviours and the environment is impacted positively. Using the contingency theory will be required to mitigate the challenges and cognition the company is facing. 
[bookmark: _Toc140002398]6. Conclusion
This report has given a detailed explanation of Microsoft Corporation, USA. The petal analysis is presented with porters generic strategy and BCG matrix of Microsoft, followed by recommendations that can be utilized by Microsft to enhance their market growth and mitigate challenges to strengthen the company and the whole industry. 
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