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[bookmark: _Toc58428759]Introduction:
This paper shows the updates strategy of the business that they are using to face the situation of Covid-19. Every business makes some changes in their operations, marketing and all other strategy because the buyer preferences change a lot during this pandemic time. So, it is important for the business to give more concern over these issues to set their customer services to make strong engagement with their target customers. Researcher chosen “JD Wetherspoon” one of the largest local pub chain businesses in the UK. They are dealing with highest number of customer in pub business. But, during to the COvid-19 about 30% of sales margin decreased of this business. People are having fear to go outside and a have a drink. So, Wetherspoon concerns over this issues and make some necessary changes in their customer’s services to give the new and related customer experience to make strong customer management and reach higher growth of this business. this paper is about to discuss these strategy and the information that this business is using and the best way that this business can make more update of their current customer relationship strategy. 
[bookmark: _Toc58428760]Business overview:
In order to assess the behavior of the workplace, I have chosen an organization named Wetherspoons Pub. It is one of the well-known pubs in the United Kingdom. It was opened first in 1979 by the Pub chain founder and chairman, who name is Tim Martin. It was first called as Martin’s Free House, but at the early in 1980 it had been renamed as Wetherspoons Pub. There are nearly total 900 pubs in the United Kingdom and also in Ireland till 2019. It has also entered its name into the Guinness Book of Records in 1995 as it is the largest pub in the UK that time. Because, it is approximately 10000 square feet of customer space and for this reason, it has gained a record (Wetherspoon Annual Report 2020).
It is operated throughout the UK which is a leading pub brand. The main aim of the company is to provide the best service and quality to their customers and satisfy them. They highly focus on the demands and needs of their customers which had made them very successful in their business. Not only the product and services are of good quality here, but also the organization has good staff system that is very well-trained. The well and friendly environment are found here and also at reasonable prices. The pubs are also here included here and it is designed individually and incredibly. The company always tries to maintain the best condition of their environment and the total management system.
Wetherspoon is known as the most fast-growing company in the UK which has received multiple awards as a recognized company. As it is still growing day by day, the beliefs, values and attitudes are always high in the circumstances of the company. Also, it recorded another Guinness Books of records in 2008 where 17540 customers of our company had taken part to the world’s largest synchronized wine testing event. The main target of Wetherspoon Pub is to provide the unique kind of pub where a large number of customers are being attracted. This pub is designed like a congenial atmosphere where not only this pub but also restaurants, modern cafes and bars are also included (Wetherspoon Annual Report 2020). So, still it is a growing and leading company in the United Kingdom.
[bookmark: _Toc58428761]Marketing theory suits to Wetherspoons:
There is different marketing strategy that business can use but they need to concern over the suitable one that helps them to identify their internal and external strengths, threats, opportunities and set the effective marketing outline to reach sustainable growth. Value chain analysis helps business to identify their internal position and define core competence of their business. On the other hand, using of Porter’s 5 forces helps to identify the external issues of the business. so, combination of these theories helps business to make effective growth by understand the market position and use their solid strategy to beat their competitors and make strong customer relationship. 
[bookmark: _Toc58428762]Porter’s value chain analysis on Wetherspoon JD PLC:
This value chain analysis is one of the most popular models that help business to identify their internal position and strategy and also evaluate the outcome of this strategy. There are different products and services, delivery process, customer experiences and issues directly show with the value chain analysis. These activities can be segmented into primary and secondary activities of the business. 
Primary activities of Wetherspoon:
Primary value chain activities of this business directly involves with the selling and producing point of this business to their target customers. Primary value chain activities help business to increase and improve their performance. There are different inbound logistic issues that need to develop and make strong relationship with suppliers of this business. This business is having a large sales margin so they need to make strong interaction in their suppliers. There are different suppliers provides different drinks to their pub. It is important for this business to keep concern with their in-bound logistics. There are several challenges does the Wetherspoon is facing in their product development. Inbound logistics helps to face these challenges. This is the strategy shows the aspects of transformation of the raw materials to the finished products. This business is having little depends on their supplier because they are havigns strong brand image and there are lots of reputed suppliers are always ready to serve this business.  It is the major issue that this business need to update their products and services. There are different other snacks and drinks item they can add with their product line. It will help this business to reduce their dependency on any particular supplier and also they can provide different experiences to their target customers (Baldwin, 2015). 
Operations are also the key factor of the primary activities in a business. It is the process shows raw materials turns to the final product for the business. Wetherspoon is having strong perception on this. They are giving more concern to their heavily automated process. This process helps them to reduce the operational costs and also give quick survive. They are using the advanced technologies and automation that helps this business to make solid progress with variety of products and services with effective cost saving approaches. This business also keep concern to their high quality services to keep continue their high level of customer satisfaction. They are running their operations mostly to give pleasant experience to their customers. They trying to set the atmosphere where customer feels relax and have the quality drinks and food with cheap rate. It adds value of this business to reduce the costs by using the technology and giving pleasant customer satisfaction. 
Outbound logistic is also a crucial analysis in the value chain analysis. There are different logistic support does the business needs. There are different intermediaries that business is using. Material handling, warehouse handling, scheduling, store management, processing, transporting all comes under the outbound logistic of the business. Business need to concern about the time management and store too. Wetherspoon need to get the right time delivery of their drinks and other foods that helps them to meet the large customer demand. They are mostly very busy in the weekend. So, they keep concern about having enough supply before the weekend of drinks and food materials. So, there should be certain scheduling and time management that this business needs to maintain with their suppliers (McIover, 2016). They should order the drinks right time while Wetherspoon is using the technology and software that shows the margin of drinks that already consumed and the crock amount. So, they understand the amount need to order and the time of delivery they have known with their suppliers. It helps this business to make strong store and customer management. Sometime, they need some urgent order of different products because of the changes of the customer buying preference or the social trends. So, they also need to keep concern over these issues and make solid journey to reach the potential growth.
Marketign and sales is the key approach that the Wetherspoon need to use. There are different competitors does this business is having. But, they need to show their USP and strength that helps them to make strong progress of the business and make strong customer attachment. Wetherspoon is having their strong brand image already in the market and one of the most enjoyable places to have drink with friends that helps to make strong customer attachment with their products and services. They are using the also costs strategy that helps them to run with the low pricing concept and it attract more customer to have drinks in this pub. Also, there is some related food like Steak, fries are available in this pub, different soft drinks also available that attracts more customer. The decoration and the appearance of this business also helps them to get more customers. They are not doing much more marketing but it is the high time in Covid-19 they need to set new approach and strategies of their marketing and sales. People experiences and thinking level changes a lot during this pandemic situation. So, it is high time for this business to set their new marketing strategy and show the safety issues in their pub, ration of the Covid-19 positive of employees and visitors during this pandemic time. Also, they need to show different approaches that they are not serving and making entry without mask. They are ensuing the social distances. Also, they are giving more concern to their employees that they check the health issue of their employee before serving. So, they need to revise their marketing strategy and understand the present scenario of this business and make effective progress to reach the potential growth of this business and make strong customer attachment with them (Mollenkopf, 2016). 
This business is running with dynamic value chain business that helps them to make strong relationship with their suppliers in long period. They are getting high quality suppliers and also keep their promise to their suppliers too. They are also running with efficient HRM that helps them to keep the skilled employees with them. Also, they provide different training and development programs to their employees and keep up to date according to the present trends. It adds strong value to this business. They gives more concern to their employees because they beliefs they are the major strengths and resource of this business (Seo, 2017). Effective HR practices helps this business to make pleasant working environment that boost up motivational and skills of the individual who works in this business and they can give their best to reach the goal. But, it is one of the major issue is the marketing strategy. This business need to change their marketing strategies and should adapt the present trends of marketing. They need to utilize the social media and detail marketing concept that will help them to show their offers make customer interactions now their health and safety issues during the Covid-19. Digital marketing should be the best platform to make customer interaction, identify customer experiences, thinking that will help this business to reach them higher success.
There are different secondary activities is also having impact in the business. It is important to make effective coordination of all the faculties to make effective progress of the business. There are different activities that is directly relates with infrastructure of the business. Quality management, legal issues, accounting, planning, strategic management etc. Wetherspoon is having strong brand image and they are running with skilled employees that helps them to set effective strategic management, adapt the changes positively and reach the potential goals. They are making effective control of their infrastructure activities mostly the overhead costs that help to reduce the limitations and reach the higher growth of the business. 
Wetherspoon is running with strong HRM policy to evaluate the recruiting, training, reward, performance management, personnel management etc. These are the complete set of activities that helps to keep employees motivated, ensure the better working place, health and safety issues to make effective progress of the business along with their employees. Business also using their strong HRM practices that helps to increase motivation and commitment of their workforce. It helps to increase the talent and ensure better value chain to support all the activities of the business
Wetherspoon also believes in high growth of the technology development. They are running with advance technologies that helps this business to improve they productivity and customer interactions. This business is using automaton software that helps to speed up their works. They are using different accounting software that helps them to make proper counting of each penny and make the decision for further investment. This business is doing effective product design researched also analyses the data that helps them to make effective strategy and solid customer interactions (Dekker, 2003)
It is also important for Wetherspoon to make attachment with the social work. They are recently joins with different charity and social works that helps them to show their positive view and sustainability practices. They are having planned to make their internalization with their products and services. They also need to concern about their technological usage and should concern to the innovative run of their business and try to give unique experiences to their target customers. They are having competence with their low pricing because of the low costs strategies in the business progress that leads this business towards the success margin.
[bookmark: _Toc58428763]Porter’s five Forces of Wetherspoon:
It is important for the business to define the competitive advantages and do the external environment analysis. Value chain analysis helps to identify the internal strength and environment of the business and on the same time business need to analyze the external environment analysis. External environment can be measures with different strategy and Porter’s five forces analysis helps to define the external environment of the business so management can set the effective strategy to reach strong customer engagement. 
Threats of new entrants:
It is important for the business to define the potential threats on them to set the approaches. Wetherspoon is one of the largest pub chain business into eh UK. There are lots of new entrants that are happening in this industry. But, these new business are not getting easy platform to startup. Wetherspoon is recently started with the hotel industry as well as pubs that are margin their strong market position. They are having strong financial backup and product variant. They also run with the strong brand image of great environment of drinking with low prices. So, it is not easy for the new entrants to gear up the business straight away and make challenge for Wetherspoon. They are not only depends on their core business but also makes effective expansion of the business projects and markets. They are running the low profit margin theory to run their pubs that is not easy to adapt by the new business. Also, new business cannot make the turnover like Wetherspoon. But, still there are some local pub with unique decoration and pricing policy some of the local areas Wetherspoon is getting challenge from these. So, it is important to concern over more product and market development for Wetherspoon and concern to use more technology to reduce costs and make competitive run with their products and prices. 
Threats of substitutes:
Threats of substitutes are always having in low margin for this business. This business is providing beverages and foods so there is very fewer margins of substitutes do the people are having. People and culture in the UK suits to the beer so the market is huge and there is fair chance for this business to make strong progress and reach the goal. There are some risks is having if some other business outlets offers the same product with lower price (Seo, 2017) 
[bookmark: _Toc58428764]Bargaining power of supplier:
Wetherspoon is having strong brand image and bulk amount of sales. So, there is more chance that has to make strong ties up with these suppliers for this business. More suppliers want to keep attached with this business because of the large volume of sales. This business requires fresh foods and beverages to keep their quality high. It is important to make effective relation with their suppliers and manage the orders and time. For example, if the stockpile runs out from one supplier this business need to immediately push other suppliers to get that to ensure the product availability. The charge of the other supplier might be different. So, it is important for this business to have strong supply chain process that will keep relation with different suppliers at a time and also should run with the current quotation always to judge the best suits supplier for this business. 
Bargaining power of buyers:
This is one of the key issues for the business. Business need to concern to the buying power of their buyers, competitors activity to set the pricing. Pricing is the major issues that make impact to the bargaining power of the buyer. There are many pubs that are having in the market but the cohesion business show their unique run because of their low cost and low pricing issues. They are chagrin the minimum amount for their foods and drinks (Singh, 2006). Also, they are making strong customer relations as they listen to their customers and make the positive changes according to the social trends and customer demand. They also concern to the customer loyalty that helps this business to make strong bondage with their target customers. So, they are not leaving any reason those customers’ moves from them to other pub. So, differentiation of their products and services still keep this bargaining power of buyers in moderate margin.

Rivalry between competitors:
Business need to concern over the competitor’s activity. There are different competitor does this business is having. There different price comparison, advertising, promotional activates, creativity, after sales service are the major issue that show the changes and the unique practices of the business to attract their target customers to reach goals and objectives (Schmitt, 2010). The chosen business is having their large operations with more than 7000 outlets. There is different diversification, using of technology that helps to reach the higher growth of the business. Cross advertising is one of the major threats that this business is having. There is different cost reducing promotions that other business is doing so. So, it makes the more interest to the customer to taste the beer on this pub too. It is important for this business to make their effective strategy to customer interaction that helps to make large margin of consumption of alcohol and decoration of the pub to reach higher margin growth of the business. 
From this discussion, it identifies that this business is having strong brand reputation. They are running with strong HRM practices that help to maintain strong and effective manpower for this business. They are approaching with different employee management and training that helps to increase skills of these employees. They also run with innovative strategy to make advance progress of the business (Chang, 2010). They are using different high tech equipment that helps them to minimize the production cost and increase their productivity and efficient customer services. They are running with the low costs strategy so they need to run different concepts and strategies to reduce and remain the minimum costs to reach the higher growth. This business is having strong supply chain management and logistics that helps this business to maintain the efficient run of the business, ensure the timely delivery and reach the higher growth of the business. 
[bookmark: _Toc58428765]Impact of Covid-19:
In the time of Covid-19, Wetherspoon is facing different challenges. People afraid to go outland having drinks, lockdown make shut down of this business for longer period on different areas. These issues make the overall impact to this business. It increases the threats of suppliers too. There are many suppliers closed during the lock down. So, it makes the shortage of the goods and raw materials. Also, there are different suppliers faces large losses and they increase the prices of their raw materials to reduce the loss margin. So, it has direct impact to this business. This business is running with the lower costing process. But the cost becomes much higher than before because of the issue in the supply chain management. All the foods and beverage not comes timely that shows the shortage of stock. Also, the buying power of their target customer reduces than before that is the also mahout cause that this business losses more customers and drop their sales margin than before. 

[bookmark: _Toc58428766]Changes of the customer experiences during the Covid-19:
Customer experiences are the major issue of success for the business and it is the major sustainable competitive advantages for the business. Business that is having positive impression to their target customers and getting effective customer experiences that is competitive advantages for the business. During the pandemic situation, customer experiences changes a lot and that is having direct impact to the business. People use to roaming around to do shopping having beer in the pub but during the pandemic situation people start maintaining the social distance. Also, lockdown makes direct impact that many business closed a long time in different areas. So, it makes impact to the business to make the customer interaction and even some of the business losses their potential consumers too. Customer expectation and approaches also changes and that moves towards the online base. Customer are using online portal to buy, show their thinking, feedback more at present further than using the physical shopping and communication. So customer expectation and experiences all shifted than previous. 
There are many customers that change their expectation and experiences for example, many of them buying the beer from retail stores to be safe and not going to the socialism. It makes more impact to this business to their sales margin. People are not using to go to the pub as they went before. Because of Covid-19 they try to stay away from the busy areas and these makes direct impact to this business. This business is having financial loss about more than 34 million GBP in last 5 month. But one of the good news for this business is there are more than 46 million customers visits during the high rapid flow of Covid-19 but there is rare case to find the positive from these people. So, they show that they are running the best social distance into their pub and make it safe for their customers and customers can enjoy the expected taste and enjoy the time as they did before (HM Govt. 2020). 
[bookmark: _Toc58428767]Surviving process to ensure the best customer experiences and improve customer interaction:
During the pandemic time, much business looses their large margin of sales. Restaurant and bar business are facing the more hard time than ever. Customers are not going to the pub to have the drinks or food because of maintaining social distance, some areas lock down that causes more problem for pub business to make their continuous run. Different fixed costs that the business need to pay and that shows direct loss for them. Also, many customers preferences and experiences that also changed during this pandemic time. Some customer leaves to have drink and also changes the preferences of drinking that also having direct impact on this business (Heleri, 2020). 
For Wetherspoon they need to expand and spread the tables of their pub bit more than existing. It helps to make social distance and make interest of their consumers to have drinks in food on this pub. They need to have proper protection system that in the front door, security will check the temperature of each visitor before entry. No mask, no entry is another major issue that this business needs to strictly maintain. They need to check the temperature, mask and the safety issues of these visitors before entries. Also, at the same time, they need to maintain their employs working safety and the workplace safety too. Employees should wear the proper safety products before serving. They need to give more care to their guests. They should bring some masks and sanitizers availability that will show their care and also makes effective customer satisfaction to their business.
They also encourage people to have the right drinks and also eat fresh foods. They need to make more availability of different product in their product line according to the situation demand. So, it is important for them to arrange their product line and procedure to match the guest’s expectations (HM Govt. 2020)
Also, they should give the option for delivery and collection. They should offer these in online that people can order and get home delivery to the limited range. Also, people can order and collect fromt eh shop itself. So, it will help them to make effective engagement with their target customers and make effective growth of the business. It also matches with the changing customer expectation to reach the higher growth.
They need to encourage people to buy gift vouchers that will turn to the cash in short time when they are going to use in the restaurant. Also, they need to run the local marketing as well as social entering sites to make strong engagement with their target customers. 
[bookmark: _Toc58428768]Conclusion:
Finally, it shows that this business is having different opportunity to make effective relation with their target consumers. They already faced a large loss margin so they need to take the steps immediately and utilize different components that will help them to reach the potential goal of the business. 
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