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Introduction 
In this report, I will be analysing the decline of Marks and Spencer’s and the impact it has it on the company as well as staff and customers. I will also be identifying numerous problems within the organisation which underlines the company’s downfall. I’ll be conducting a SWOT and PESTLE analysis to go into further depth of why this has occurred. 

























Main Findings 
Background of the organisation 
Marks and Spencer’s were first established in 1884 in Leeds. Since its opening, marks and Spencer was an iconic brand throughout the years. The business included clothing, food and other shopping goods which people loved. Michael Marks and Thomas Spencer was the founder of Marks and Spencer, currently it is over 959 stores across the UK. The company first started off as a stall in 1884 in a market in Leeds, they were known as ‘Penny Bazaar’ was known for household goods at the time. In 1894, Michael took Thomas Spencer as a business partner, hence the current name Marks and Spencer. Marks and Spencer’s also introduced ice cream counters in 1927, then 2 years later, they started to sell food. The business introduced the ‘Marks and Spencer’s food’ departments which opened in all stores. This sold canned goods, fruit, vegetables and cakes. The company then operated more than 300 outlets in the UK with additional stores in other countries such as France, Germany, Spain and Hong Kong. A decade later, the number of shops in the UK had doubled to 700. 

Impacts of the problems 
In 94 years, Marks and Spencer’s sank to its first ever loss, this is the impact of the coronavirus crisis trading. In the last 6 months to the 26th of September, the company made a loss of £87.6m, compared to their profits of £158.8m in the same period of month last year. One of the problems identified is that ‘M&S doesn’t appeal to any generation’. Recently, the company has been seen as selling clothing that are ‘boring or conservative’. Due to the modern fashion and trends today, M&S clearly haven’t identified their target market and what is needed today to boost their business. This is evident by a retail specialist stating ‘’generally they have got a 25-year-old model wearing garments targeted at a 65-year-old, who doesn't feel included." Another retail analyst says, "In trying to be everything to everyone, they've ended up being nothing to no one." It’s important to research as ‘’MIS must provide a methodology for collecting, examining, categorizing, storing, retrieving, and giving an account of significant data’’ (Vyas, Vyas, & Devra,2014). Another problem with the company is that it doesn’t listen to their customers’ needs. The company is often seen not to engage with their customers, to listen to their preferences and wants. "They don't connect with customers enough, so they never know what the customers want," says Ms Hardcastle. This is clearly evident as their customers are stating the importance of the preferences of others, many also feel customers over 45 feels neglected. ‘’Marketing scholars should use multiple sources of secondary data’’ (FAO, 2017)
 Furthermore, another problem that the company faces is the need to invest more in their stores. ‘’Store renovations on both the existing and new customers of a store, evidence suggests that they both increase their spending. Thanks to a remodelling, sales to existing customers can rise by 7 to 10 percent while sales to new customers can increase by 43 to 44 percent.’’ 2017, Dan Faraldo. Many customers feel as though going to M&S is now not enjoyable, this can be because of the organisation of their goods or the state/presentation of their store. Mr Fields meanwhile says going to M&S is no longer an enjoyable experience: "Old men’s clothes, next to men’s suits, next to pants, next to childrenswear makes no sense anymore.’’ “They’re an iconic brand but they're not immune to the problems the sector is facing - the future for M&S is far fewer stores, but better stores." This just goes to show how M&S can still be destructible with their good brand name and reputation. Finally, the company is seen to make bad decisions. This is evident through their schemes they had introduced such as their Sparks Card customer loyalty scheme which was launched in 2015. This scheme has been unsuccessful as the business was so late to the market with the scheme. ‘’improving salespeople's adaptive selling, technical and salesmanship skills; together these variables explain over a half (55%) of the variance of sales performance.’’ David Hood, 2019
The main problem that is highlighted in my perspective is the company not listening to their customers. This includes not listening to a customers wants and needs and their preferences in specific sectors of the company. Due to this problem, the company have lost thousands of customers because of the lack of not engaging with a wider generation of customers. ‘’In the process of buying, using and consuming the product, there is an emotional, psychological and physical investment by the  consumer onto  the brand’’. Bansal, Rohit 2016. The business hasn’t exceeded to take on customer surveys to boost their business. it is vital to engage with customers and this is evident in ‘’The results also uncovered that customer engagement significantly enriches customer loyalty and mediated the relationships between the trust dimensions and customer loyalty. The findings highlight the importance of building convincing customer trust to advance customer engagement and customer loyalty.’’ James Agyei, January 7 2020. Due to this problem, the company was impacted by losing vast amount of revenue resulting in the closure of its clothing sector of the business. furthermore, in August this year, M&S predicted job losses of around 7000 over the next three months. Another impact it has made to its customers is that M&S targeted their clothing line mainly to those over 45s, now due to their shop closures, these customers now feel neglected as a lot of customers cannot use technology such as shopping websites to find what they need and want. 












Conclusion 
To conclude, M&S decline has many factors which come onto hand. Many people think one aspect is more towards their decline than others, however, overall, all of these factors come into hand to pay a contribution to the decline of M&S. This includes the company not listening to their customers, making bad decisions, not researching the market and other factors which are mentioned above. Although as mentioned above, my view of the decline contributes to the fact that the company doesn’t listen to its customers. However, M&S is still a strong brand which is still going further today with their food hall and business which is making exceptional profit. 






















SWOT 
	Strengths 
The strengths of M&S is the fact that they have a food section which is going strong in their business. The company’s natural food business has improved their revenue despite their fall. M&S is reaching now over 6 million pounds in 2020. Now, the company generates more money through their food business. M&S also have become joint partners with Ocardo with equal share, this boosted the company as many began to order from online. Another strength is that the brand is well experienced and a recognized brand. M&S has been in the market for the past 136 years, being one of the leading retail business in the UK. The business also has made partnerships over the past years, in the UK and around the world. 
	Weaknesses 
However, the weakness of M&S is that they had declining sales. This was because of their poor supply chain system and the non-availability of products. The company was predicted to decline by the end of 2019. Due to the company not offering clothes to young people or teenagers in the past, there is now a perception among the public that they do not offer these types of clothing. Another weakness of the company is that it relies on manual process and operations. It consumes a lot of time and is costly, other companies have already adopted the latest technology to make their time more valuable and to create a quicker service. It would make their company to save time and to become more efficient towards their customers, suppliers and their cost. ‘’Retailers have adopted technologies primarily to reduce costs and to operate more efficiently’’ (Grewal et al 2020)

	Opportunities 
The opportunities M&S could achieve is expanding in other countries. As we know, marks and spencer’s have opened in other countries such as France, Russia, Poland, India and now needs to expand more in those countries. This could mean to open more stories in other countries. Another opportunity is that now M&S has an online store, they can retail further by using e-commerce stores such as eBay or Amazon. This would work as many people now shop online rather than in stores, therefore the company could focus on working on their online stores and websites further. 

	Threats 
However, the threat to the company is the aspect of high competition. In society today, many other companies are being produced and expanded such as Tesco, Debenhams, Morrison’s, John Lewis etc. M&S will need to look at the market and work on their business further to make it different from the rest. As the business is a strong, well-known brand, it’ll be easier for them to change their strategy as well as expand further. 






PESTLE 
	Element
	Factor 
	Business Impact 

	Political 
	Politically, M&S are a multinational company which has stories in European countries. Due to coming out of Brexit, there have been various laws and rules which apply to businesses especially M&S. 
	The impact that the business would face due to the new Brexit rules/laws is less profit due to the higher taxes. There also could be a broken supply chain if M&S order their goods from European countries. They also may need to change their supplier as its more costly to the business. The business also could face a loss of staff as many may find it harder to handle due to the stress of goods and delayed supplies. Furthermore, it’ll be more expensive to expand internationally, this is because it’d be harder to handle as many supplies are delayed and trading would be more difficult. 

	Economical 
	Another factor is Covid-19. Covid-19 ha changed the way of business and the world, it includes new laws, regulations and change in the modern world today.
	The impact that covid 19 has on the company is the aspect of having less supply due to the pandemic as well as slower production as many staff may not be available physically to help with supplies. Another impact is the fact it’d be more costly as the company still has to pay furlough staff during the pandemic. As the business needing to still pay their customers with less quality of work being done, this puts the business at vital risk as the business may fall behind or fail. ‘’companies are struggling to maintain a steady flow of required goods and services’’ Sourav Bikash Borah, 2020.

	Social 
	Due to the laws and regulations of Covid, this has limited the company to reach their full potential of the quality of their customer service and their products/goods.
	The law to keep 2 meters apart is a new law currently due to the pandemic, this has impacted M&S by stopping them from opening their stores and being forced to open websites and to use e-commerce to stay in contact with their loyal customers. This also could impact the fact that there could be a loss of staff, this limits the quality of work produced. Some staff may also be needed to be trained on how to use these new websites for the company, thus, it would cost more for the business as well as it being more time consuming. 

	Technological 
	Due to the modern world today, there has been a change in how people shop. Many people now shop more online, for it seems more easier and less time consuming than going to the shops. Technology has evolved and hence why M&S needed to stay up to the market technologically. 
	As M&S is seen to direct their company towards elderly people, technology for their business is a big step/change. The impact of this could be the fact that their customer may not have access to technology or know how to use it. This will impact the business hugely as less sales could occur, and many people wouldn’t bother with trying. Technology may not reach the companies target market and therefore this would be a huge impact. This is vital as ‘’online grocery shopping with home delivery is likely to become more common place.’’ Roggeveen, A. L., & Sethuraman, R. (2020).

	Legal 
	In the legal aspects of things, the new law being introduced when coming out of the EU can also apply to M&S
	Can change the company’s strategy and trading. could lead to doing things more costly and complex.

	Environmental 
	M&S and their way of production, without any technology. 
	M&S uses a slower way of production to produce their products without any technology being used. This can have a huge impact as it can slower the production and can waste time. Supply also may be delayed due to the making of products. 
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