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Executive summary
The report is based on Marks and Spencer. It will carry out analysis on SWOT, PESTLE, Stakeholder. Marks and Spencer are a successful business who provides its own brand of clothing, food and homeware. It offers the top quality and highly recommended by existing customers. (M&S,2006)
The main strengths are M&S is their quality. They are valued for their product.
According to M&S clothing, most public recommends other clothing stores because of the price. Nowadays, youngsters prefer non-trendy which they will not find in M&S, so they go to shops like Gap, Next or online shops as Boohoo, Asos etc.
The report will follow by conclusion and recommendation on how to resolve it problems and make it successful.
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1.0 Terms of procedure
On 18/06/2018 the University of Wales Trinity Saint David requested a Marks and Spencer Report.
To be submitted on 20/07/2018. The report will cover what Marks and Spencer is facing and how to resolve it.







2.0 Procedures 
Many relevant articles, news, YouTube video and website were researched to compile this report.









3.0 Findings
3.1 Introduction
Marks and Spencer have been a well-recognised brand on the high street of the UK over period of years. The brand has become a household name recognised for quality in terms of its products, service and staff. (M&S, 2018) 
For more than a century, Marks and Spencer has been one of the leading high-street stores, but these days it is under attack from all sides with budget stores selling cheaper clothes, supermarkets upping the quality of their foods and up to date fashions available online. (Channel 5, 2018)
Marks and Spencer financial service requires M&S Bank Mortgage, M&S First Time Buyers, M&S travels, M&S current account, M&S credit card, M&S personal loans, M&S insurance and savings and investments. (M&S Bank,2018)

3.2 Discussion on how to resolve the Marks and Spencer problem
Marks and Spencer had to implement contingency plans, storing dozens of containers- loads of goods at a separate warehouse over the peak seasons. It was forcing to set aside plans to distribute goods destined for stores from the facility to ensure they delivery of online orders. According to the sources (Butler, 2015) the retailer said it was able to meet all its promised delivery service and quick handling all online orders.
A spokesperson said,” our next day delivery service is currently available and has been since before Christmas. “Marks and Spencer are planning to try and   continue to optimise the facilities.
M&S planning to cut cost by axing more then 50 warehouse and instead using three vast distribution centres.
An M&S spokesperson said,” our customers are our top priority and that is why we have extended some of our delivery options. The vast is delivered on time and if a delivery do miss a date then they will rectify it for the customers. (Butler, 2015)
Marks and Spencer Chief Executive Steve Rowe communicated with Sky’s Adam Parson,” had to make tough choices,” in reconstructions the business as he launches an ambitious outreach programme aimed at improving communities and caring for the environment through waste reduction. (Sky news,2017)
M&S will monitor customers at the heart of the business. Make sure customers gets what they expected.
M&S Chief Executive discussed and planned to improve their values, quality. New ranges have been reduced the price. Make easier for customers to shop.
They starting to get consumers and customers, so they can make a difference to their environment. M&S plan is for the next ten years being to give 10 million people healthier and happy life to transform with partners, thousands of communities in the UK and to create a business which is 0% waste at every level.

3.3 Current problems Marks and Spencer facing
 Marks and Spencer clothing and homeware departments were bringing in annual revenues of £4.1bn. By 2015 that figures had fallen to £4bn as positive write-ups in the fashion press failed to translate into sales. (Wood,2016)
Last year, Queralt Ferrer, formerly of Zara owner Inditex, was promoted that first designer for womenswear, lingerie and beauty.
According to M&S watchers, they think Rowe needs more outside help to recommend with the chains of middle-aged and increasingly disenfranchised female shoppers.
Former of M&S executive said,” you need a lead of clothing who gets it, really gets it.” What he is saying that there should be a person who can handle the clothing design, someone with good idea and who knows about it.
Analyst say the lack of competitive is behind ongoing market share losses. M&S clothing share has been shrinking far more then four years with the market leader now at 9.9%, down from 11% in 2010.
M&S pricing problem is felt keenly in its “value” ranges. M&S lowest price polo shirt starts at £15 versus Next’s at £12, says RBC Capital Markets analyst. (Chamberlain,2015)

This seems like a big gap in pricing according to other shops M&S prices are high. 
According to Wood (2016), M&S needs to improve productivity of high -street space by accelerating the pace of high street store closures- particularly where customers can pick up click and collect orders at the Simple Food nearby a converting space from general merchandise to food.
In Butler (2016) article Anna McMullen, a campaigner at Labour Behind the Label said that she was disappointed and angry that M&S had not been able to make a difference to the live of workers, despite its promises.
Practically what Anna McMullen saying that M&S needs to be more transparent about its supply chain so that workers rights groups could monitor and work with it to improve conditions.

3.4 Analysis of Marks and Spencer
3.4.1 SWOT
[bookmark: _GoBack]The purpose of SWOT analysis is to a realistic appraisal of the firm and the environment in which it operates. SWOT will provide a basic for realistic goals and objectives and strategies shown in (Appendix A)
Strengths
· High quality
· Customer service
· Shopping environment
· Marks and Spencer won the overall retailer of the year award. (Q Awards,2015)
Weakness
· Clothing lack segmentations
· Waste store spaces
Opportunities 
· Internet Technology
· Marketing Extending

Threats 
· Strong competitive
· Chemical pollution
Practically from SWOT analysis, the most important factor is satisfying customers needs and its quality to also build customers loyalty. The main weakness is lack of clothing market segmentation that causes M&S to lose its brand awareness among the customers. The main strength is that M&S has created potential customers and maintaining the existing customers.
The opportunities M&S must expand its business structure to follow non-trendy design clothes for younger generation.
To overcome the threats with competitive, M&S needs to reduce its price a little and have good access and fast internet access for online shopping.

3.4.2 PESTLE
Economical- M&S is affected by competitors discounted pricing. M&S focuses on higher quality which led to short term loss and customers were attracted to quality with value. Financial crisis has however led to more price sensitive consumers and M&S needs to work on with the market flow. Consumer looking for value deals online. (M&S, 2016)

Social- M&S fashion trends, consumers need for the Health and Safety products and personal characteristics play an important role. M&S needs to respond to these changes by creating low prices versions of its product.
 
Technological-consumers are now more technologically focused and prefer mobile commerce and online retailing to it share purchases. M&S should build more on the digital presence and take full advantage of it.




3.4.3 Stakeholder analysis
Stakeholder analysis is a systematic way to analyse stakeholders by their power and in interest. High power, high interest stakeholders are key players. Low power and low interest stakeholders are least important shown in (Appendix B)
After listing the stakeholders, the writer has identified each stakeholders interest and power on the stakeholder analysis is shown below. It shows the stakeholder groups and their interest areas mapped onto a matrix.

Stakeholder                      Interest in the impact on:
group
	
	Political
	Economics
	Social 
	Technology 
	Legal 
	Environment 

	Residents

	
	
	[image: ]
	
	
	[image: ]

	 Government
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	Owners/
shareholders
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	Employees 

	
	[image: ]
	[image: ]
	
	[image: ]
	



Completing an interest matrix help to develop a plan on which stakeholders focuses and concern on each factor shown on (Appendix B) 







4.0 Conclusion

In my opinion Marks and Spencer have been highly successful and competitive with a drive to provide a high-quality service for many years. The economic change has faced Marks and Spencer complete against cheaper products, younger more fashion-conscious clothing chain and more recently a recession, which has hit shoppers hard.
Without previous pressure to improve Marks and Spencer has never had to re- think its policies in such a way as it does now.
PESTLES analysis must be considered in a competitive world, Marks and Spencer now must rival their competitors and fight to survive. The business needs a complete overhaul, management needs to be streamlined, the marketing mix needs to be changed and the business structure needs to be re- organised to make it more efficient in its business strategy and to make it more appealing to shoppers. 














5.0 Recommendation
Marks and Spencer are a successful business. Depending on its high quality, good service, comfortable shopping environment and convenient access. Marks and Spencer have large number of consumers.
However, due to wide range of product, Marks and Spencer need to add non-trendy clothes for younger generation to attract them to come and shop in M&S. Marks and Spencer should change some of it s design. For women’s, change clothing style and cut adding bright colours. For younger consumers, they need to improve it design to show Marks and Spencer own personality. The segmentation may satisfy people different needs.
In addition, Marks and Spencer has advanced information technology system, this system can combine with its stock management effectively. It will help Marks and Spencer find problems immediately and supply products timely.
The recent economic recession causes Marks and Spencer sales declining. Marks and Spencer should focus its target group on mid-age and mid-class. Their income can afford the high price of Marks and Spencer.
Above all, Marks and Spencer should develop its strengths forces, overcome its weakness force as well as turn these two factors into opportunities, which will help M&S maintain its market position.










6.0 Appendices
Appendix A
	Strengths
	· High quality
· Customer service
· Shopping environment
· Won award
	· Customers always find high quality of goods such as fresh fruits, vegetable and other superior goods in M&S food hall
· High reputation for focusing on customer service. M&S needs to make customers feel more convenient and comfortable
· Won the overall retailer of the year award (Q Awards, 2015)

	Weakness
	· Clothing lack segmentation
· Waste store spaces
	· The clothing market of M&S has many segments in fact, the merchandise, especially ladies outwear is out mode design and cut. Young consumers prefer purchasing brand labels such as Gap, Boohoo, Next

	Opportunities
	· Internet technology
· Marketing extending

	· Developed fast it offers. Opportunity to increase the demand for the online products. Pay attention to people life quality, request company offer, varied products to satisfy customers.
· Company will expand its business beyond the existing area.

	Threats 
	· Strong competitive
· Chemical pollution
	· As in food market the main supermarkets, such as Tesco, Asda and Sainsbury. They provide not only high quality but also value-added product to build customers loyalty. In the clothing areas they have shops like Next, Gap fashionable brands to compare with M&S.
· M&S needs to protect natural environment and reduce pollution. This potential risk will affect its development of M&S in the future







Appendix B

Power and interest matrix

	Residents 
	Residents get affected by the environment because of the material they use and how they manufacture.
M&S have established their own Green policy which they call ‘Plan A’


	Government 
	Government sets rule regulation to the companies to abide by such as Health and Safety British Standards.
Also, according to BBC News (2006), M&S have launched a Fair-Trade policy, which they will include, cut salt and fat in M&S foods, recycled packaging and annual welfare protection

	Owners/shareholder 
	As Steve Rowe said, he wants to put customers at the heart of the business. They need to make sure customers sets what they expected, good quality clothes and food

	Employees 
	Employees needs to bring a happy environment with good customer service, welcome the customers with a happy face.
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