



EVALUATION OF INNOVATIVE MARKETING STRATEGIES OF NEXT PLC AND CUSTOMER SATISFACTION RATE

Student ID:2132204
Student Name: Surya Paravara
Word Count: 3,505


Executive Summary
The present study has been evaluating the challenges that are faced by the Next PLC in their business operation. In addition the report also discussed the customer’s journey to the various channels and has been provide the recommendation that can help to improve the customer satisfaction of the company. The conclusion part of the present report will provide the overall view of the present report. This report shows the innovative market strategy of the company and how the company is spreading its business offline as well as online. Their steps to attract customers through online are a really crucial part of this report. Next PLC is really conscious about its customer and they always try to bring up new ideas and new products for their customers. They always search for something new and always bring up new ideas that attract customers. They go with the flow and it helps them to grow in this competitive market. The main motive of this brand is to satisfy its customers also its stakeholders. They always think differently about their stakeholders and it helps them to grow in this competitive market. 
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[bookmark: _Toc132815761]Introduction
[bookmark: _Toc132810594][bookmark: _Toc132815762]The global business market is rapidly changing its nature and along with this the competition also increasing in the business market. Most companies take strategic and also innovative marketing strategies for improving business performance and customer satisfaction in the global business market. Innovative marketing strategies play an essential role in companies promoting their product and enhancing brand awareness in the global market.  The main aim of this present report has to evaluate the innovative marketing strategies of Next PLC and has been discussed the customer satisfaction rate of this company. The present report also discloses the challenge that is faced by Next PLC in the competitive business environment. 
Background of the company
[bookmark: _Toc132810595][bookmark: _Toc132815763]Next PLC is a multinational company based on footwear, clothing, and home products retailing.  In the year 1982, the first store of this company was established in the UK. Continuous innovation and providing exclusive, stylish clothing to customers can help the company to become a recognized brand worldwide.  At the present time, Next PLC has 491 stores in the UK and Ireland; they also operate their business in other 200 locations globally (Heinemann, 2023). This company implements an international marketing strategy for brand expansion and for this reason; they focused on the franchising strategy. This company focused on the age group between 20 and 46 but the company mainly focused on the 25 to 35 age group. In addition, the company targeted middle-class people for improving their sales. However, Next PLC provides store purchasing and also provides opportunities to their customers for online shopping and fast delivery option. The vision and mission of this company are to be the natural choice retailer in the UK for men and women who are fashion-aware and also expect distinction, style, and quality cloth products. 
Challenges faced by Next PLC in this competitive environment
In the growing business market, every company faces several challenges that can highly impact the organization highly. Next PLC is a popular retail brand and they take innovative strategies for improvement and business growth. However, this company faced many challenges that can decrease its competitive advantage of this company. The COVID-19 pandemic created the most challenging situation for business industries in the global market (Hussain, 2021). This pandemic also hit the Next PLC Company badly and created challenges for maintaining the business operation. The COVID-19 pandemic reduces both the retail and online sales of Next PLC. Another challenge that highly impacted this company is implementing and updating the information system. The staff of Next PLC does not have the ability to use the information system efficiently and this can create a high deficiency in sales. 
[bookmark: _Toc132815764]The online retail brands must need chatbots to properly meet the customer's quarry but Next PLC does not have chatbots and for this reason, the company does not provide 24-hour customer support and which increased the issue such as customer dissatisfaction. Next PLC does not store previous order-related information because they do not have enough storage for this process. This is also a big challenge for this company. The customers who used the online order system of  Next PLC face issue and this is a significant challenge for this company. The rapid increase in new market entry is a big problem for the global market (Tienet al. 2019).  New competitors' entry into the business market is one of the crucial challenges for Next PLC and this challenge reduces the sales of the company
Innovative marketing strategies of Next PLC 
Next PLC is a renowned brand and the main characteristic of this brand is, it knows the strategy for customer satisfaction. Recent results have proven that online sales of Next PLC were really high but offline sales were low. The whole world has started moving online to offline. Next PLC has not switched completely to online but they are maintaining a balance between these two (Das et al. 2021). It started selecting products from a different perspective and its stock has improved a lot. Another important point that is really crucial is that Next PLC knows how to satisfy customers’ needs. They know which type of collection customers will buy and from which platform they want to shop. They know the basic market strategy that will surely attract customers and help to increase the sales. Putting the perfect products on the website that customers want to buy is a smart move to attract customers.
Some of the inventive market strategies that Next PLC uses to promote its businesses are social media and online marketing. Next PLC uses social sides as a weapon like Facebook,  Instagram, and many more to reach out to their customers. U.K. pioneer distributor Next PLC shared its half-yearly outcomes giving an emphasis on the increased rate of 3.7% in sales and marketing (Russell 2019). The more shocking news is they have increased by 4.3% in proper sales, with no discounted prices. Currently, 58% of fashion products are sold at discounted prices from other brands. The main secret of Next PLC is they know a lot about their customers and know how to maintain a close relationship with them (Russell 2019). Another most important point is they are really active on social sites, and they are trying to take the attention of customers from all over the world. 
[image: ]
Figure 1: Innovative Strategy of Next PLC
(Source: Next PLC, 2019)
Omni channel strategy (OCR) is an important theory and it is used by some reputed organisations to meet their goals and attract customers globally. OCR (Omni Channel Strategy) helps to know the changing mentality of customers in short term. Next PLC is really successful to understand the changing mentality of customers and launching products accordingly.  This part shows how Next PLC uses this strategy to meet its goals and succeed in the retail industry (Zhang et al. 2021). This report will focus on its strategies during the period of covid 19 also. Every brand needs a channel to grow its customer base and to communicate well with its customer. OCR helps the customer to get a compatible, congruous experience. OCR strategy has a lot of criticism also which is why researchers have clearly mentioned how to implement those strategies. 
[bookmark: _Toc132815765]Organisational Information Processing Theory (OIPT) is a great theory that shows how a brand should focus its innovative ideas.  According to OIPT, a brand should always maintain a balance between OIPT and OIPN, and the brand Next PLC has implemented this theory so well. During the period of coved, OIPN was really high and in that period the brands that were able to adjust the OIPC were able to meet the business targets. Next PLC was able to adjust OIPC during the period of Covid and got succeeded to meet business targets. 
Brand awareness and customer satisfaction rate of Next PLC
The main motive of Next PLC is to satisfy its customers and attract as many customers as possible customers. Another ingenious step or strategy of this company is to attract customers from worldwide and to do so; they have taken a creative step. They started spreading their business through online portals. As people are shifting more to social sides and nowadays people spend a lot of time o social sides, this brand has proven themselves really smart to start their businesses online. Another remarkable step that needs to be applauded by Next PLC is they have not switched their attention completely too online. They are balancing quite nicely between offline customers as well as online customers. The main objective of Next PLC is to design beautiful and alluring products at reasonable prices so that products will not harm the environment as well (Haas 2019) Another charming feature of Next PLC is they try to launch products that are different from others and customers might not find those products on other sites. Customers are most important for Next PLC and they try to always satisfy customers' needs. Next PLC always tries to attract customers with their innovative products and to satisfy customers. 
Next PLC is really focused to expand its product ranges and to keep them at reasonable prices so that every customer can afford them. It tries to find customers globally by spreading its products online.  Their main objective is to be the first choice of every customer and attract customers from worldwide. Next PLC keeps its products at reasonable prices and always tries to keep the margin minimal (Haas 2019). The brand says that keeping a minimal margin helps to increase sales as well as attract customers. Keeping the prices lower has helped Next PLC to increase sales. For example, Lipsy is a brand owned by Next PLC and it contains branded products but Next PLC tries to design the products at reasonable prices maintaining the product quality. 
[bookmark: _Toc132810596][bookmark: _Toc132815766]The amalgamation of Next PLC products and products from the third-party brand has increased the value of the company to the stake and shareholders and also to the customers. The reason for combining third-party products with brand products is nothing but to increase the range of products. Customer satisfaction is a key to success and therefore this brand always keeps its products affordable maintaining good quality.  Not only do they keep their products at a reasonable price but they also look into online customers. Their logistic team always tries to deliver the products within time. This increases customer loyalty. Next PLC is really concerned about brand awareness which is the reason why they make their products from natural items. They claim that their product will not harm nature as well as the customers. They claim that they are commerce about managing financial sources to maximize the value of stakeholders. Next PLC is highly conscious about shareholders and every shareholder gets a surplus cash return after investing in the company.
Evaluation of customers' journey on various channels
It is necessary for the company to understand the thinking and feedback of the customers. Next PLC doing its business both in the channels such as offline and online. Both the channels are different and the company follows strategies for its offline and online business operations. This company provides attractive advertisements to increase customer engagement. This company also located their store in a popular location because this can help to bring more customers to the retail store. Next PLC provides fashionable clothes in a novel manner to the customers (Merritt and Zhao, 2020). The offline store of this company has a lot of open space and along with this; it has digital and light boxes for the purpose of displaying the lifestyle image. The store also has fitting rooms which give a refreshment experience to the customer. The company always follows the market trends and organizes its store with a suitable design. 
Next PLC store provides customers to easily purchase their choice able products. This company provides women’s clothing, accessories, and shoes, as well as menswear, children wear, and home wares to the people who visited the stores. In every location, the physical store of this company is designed on the basis of that occasion and for this reason, the customer also attracts to go to the Next PLC’s store. Next PLC’s products are designed by the expert team and the company always focused on the trending fashion nature of the market (Zhang et al. 2021). This company also provides high-quality products for maintaining its brand image and also for maintaining customer satisfaction. In addition, this brand also maintains the average price of the products and this can help to increase sales. The stores of Next PLC design a separate section for different age groups of people and also provide different pricing strategies with their products. The staffs who are working in the physical store of this company are also polite and always ready for helping the customers to solve their queries. 
[bookmark: _Toc132815767]Next PLC also provides an online purchase option for their customer and this can help to improve customer satisfaction and also save the time of the consumer. In addition, this company also provides the fastest delivery option to their buyers and this process attracts customers highly. This company did online advertisement for attracting customer and makes the product visible to all customers. The company's online website is easy to access and customers can easily order their products by using it. The website of this brand has many options and these options can highly important for the customers to offer the store collection products effectively. On the other hand, this company is also provides next-day delivery and return options to their online customers and satisfied them. Next PLC also provides a cash delivery option and which can help the customers to check their products and then pay the money. The innovative marketing strategy taken by the company can help to grab more customers from an online source and this innovative marketing strategy also help to improve customer satisfaction (Alzoubiet al. 2022). The online store of Next PLC provides the products by understanding the fashion behaviour of the customers in the present time. The online and offline channels of the popular retail brand Next PLC create a high impact on enhancing the sales of the company
Value Proposition and sustainable competitive Advantage 
Next PLC offers districts, differently made, top-notch quality, clothes, and other retail items which are really to be applauded and meet customer satisfaction. It helps the company a lot to attract customers and also think about the customer. It values customers' needs and thinking processes. The brand knows how to maintain its reputation and also win the heart of every customer. They change their products according to customer needs and try to be updated with the circumstances. Next PLC serves more than 4.5 million customers globally and their websites are available in more than 60 countries (Next PLC 2019). Next PLC has more than 550 offline shops in the U.K.  Lipsy is designed only by Next PLC and also doing really well and has been customers' favourite since it was launched. Next Sourcing is a new brand or initiative started by Next PLC and it contains designer products. 
Next PLC is really conscious about valuing customers' thoughts and views. Their main perspective is to keep the price of every product minimal, maintaining the product quality. According to them, it helps to grow the sales and revenue as well. They try to invent new products every month and try to experiment as much as they can to find new products. It really builds engagement with customers. This is to know how this brand value customer’s proposition and customer needs.  The Next PLC team makes their products by their own team maintaining the price and quality (Zhang et al.2021). They deliver the products on time for their online customers. Next PLC is resources their products worldwide which helps to give the customer a huge range of products. Incredible customer focus is the main motive of Next PLC and they are very much concerned about customer satisfaction.  They treat every customer just the same whether they shop online or offline. Next PLC has a credit facility for online users known as Nextpay. 
[bookmark: _Toc132815768]This section focuses on the value proposition of Next PLC and how it values customer views. They value the views of customers, and suppliers and also look into finance, supply chain management, and many more. Talking about customers, they create a wide range of products and also try to keep it simple and reasonable and they do everything by heart and honestly for the customers. They collect ingredients from worldwide just to maintain the huge range and quality of the product. Collaboration with third-party suppliers gives them the opportunity to attract a lot of customers. They also give serious attention to choosing their employees. They always choose honest employees and also they have created a work environment where every person can feel comfortable. They manage the financial systems so well; also they are concerned about revenue growth and value the views and ideas of shareholders. Their websites are really sturdy and their management team is always working on the websites to get updated the page. It also encourages online buyers to shop from the website.
Stakeholder Management and leadership approach 
Stakeholder Management is all about arranging, observing, and maintaining a good relationship with the stakeholders.  Stakeholder management contains understanding the stakeholder's views and taking new steps to value the views of stakeholders (Derakhshan and Turner, 2020). It contains valuing the thoughts of stakeholders, identifying the needs of stakeholders, and executing them accordingly. Next PLC is not different from others and they also value stakeholders’ views and try to respect their thoughts and ideas (Next PLC, 2022). Next PLC believes implementing the wrong business strategy can be a reason for stopping the company from growing. That is the reason why the board should manage the business strategy well to help the stakeholders to grow well. They believe in managing a good relationship with the stakeholders will make the successful. Therefore they, always uniform their shareholders the decisions they are taking. 
Next PLC always tries to engage with its stakeholders which help them to understand what their stakeholders are thinking about the company. The thoughts and demands of the stakeholders also can be understood by them. The management team does this with a few steps including surveying or engaging with some groups and many more. The retail sector has been moving so fast these days and at this time, Next PLC is really concerned that their views will not damage the stakeholder’s thoughts or views.  This part includes Freeman’s Theory regarding Stakeholder Management. Freeman has highlighted some points about stakeholders’ views and thoughts and how companies should respect the stakeholders and all in his theory. Stakeholder’s theory says that there are a lot of persons like company employees and many more to be included in the stakeholder list. Freeman’s Theory also puts an emphasis on valuing stakeholders’ views and thoughts to engage their presence in the company. Next PLC exactly does the same. They always value the thoughts and innovative ideas of their stakeholders and try to add their views to the business management.
[bookmark: _Toc132810597][bookmark: _Toc132815769]The board wanted to listen to the stakeholders whether they feel valued by the organisation or not, and whether the organisation values its stakeholders. Next PLC believes strong governance helps create a value for the stakeholders (Next PLC 2022).  They are taking initiatives to do good for nature as well as for the people and stakeholders only focus on this part that how much initiative the company is taking for nature. The main object of this brand is to provide goods and quality products at reasonable prices and they want to do it with huge responsibilities and to help the stakeholders. Another most important point is they always maintain engagement with their stakeholders to maintain a good relationship with them. 
Recommendation
[bookmark: _Toc132810598][bookmark: _Toc132815770]Customer satisfaction is an important factor in improving the brand image and also enhancing the sales of the company. A satisfied customer can bring and also enhance customer engagement with the brand. Innovative marketing strategies can help to improve customer satisfaction and also improve the development of the business. The modern world is totally dependent on digitalization and this creates opportunities for the business organization to evaluate the business in an effective way. Next PLC should ask their customers for feedback through several social media channels and this can help the company to understand the customer's needs and the problems that are faced by the customer by using the products. Social media advertising is also a good approach for the company to enhance customer engagement (Ziyadinet al. 2019). Invest in personalized email marketing help to attract customers for purchasing the products. The company should develop a user-friendly website as this can increase customer satisfaction. The business organization should create a concept that fits the customer's needs. Improvement of the products as per customer feedback can be an effective way for improving customer satisfaction (Waluyaet al. 2019). The company should appoint experts for making effective marketing strategies that can help to improve the business growth and customer satisfaction with the products and brands
Conclusion
Next PLC is a popular retail brand in the UK and this company makes several innovative strategies for improving their customer engagement and development of business growth. This company faces several challenges in business operations and these challenges reduce the business growth. The innovative strategy taken by the company reduces the challenges and also enhances brand awareness. These strategies also improve the customer satisfaction rate. Stakeholder management and the great leadership approach taken by the company provide a competitive advantage to this company. Next PLC successfully operated its business in both the offline and online channels and they implement different approaches for both offline and online stores. Several customer-beneficial approaches by the company also enhance the customer satisfaction rate. However, the company should bring many changes in its innovative strategies and also implement several plans for improving customer satisfaction. The recommendation part of the present study effectively discussed the strategies that can help to improve business growth.
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