The rise of Mark and Spencer
Speaker notes

As we all know M&S is one of UK’s biggest retailers and it offers a wide range of products as clothes, footwear, souvenirs, household goods and food.  Analysing the case study and their reports we can notice that they are facing a series of problems.
 Some of the issues were old and some were new - caused by the global pandemic.  Using SWOT and PESTLE as tools in analysing the internal and external factors that are impacting the business, we discovered that their main problem is the decrease in customer satisfaction. M&S customers do not feel as their choices and preferences are taken into account by the company. 
As I was saying before this is not a new problem for M&S. The retail experts state that this issue dates way back but the new global pandemic aggravated it and made it more visible.  But M&S had a plan on how to deal with this issue. 
Because of the complexity of the business and their multitude of markets, the decrease in customer satisfaction did not only shown in customers changing their buying patterns but also in the decrease of the productivity of the business which on long term may lead to loss and even failure of the company. 
Their main strategy to increase the level of customer satisfaction as well as the company productivity and profits was comprised in a 3 steps plan: fixing the basics, shaping the future and making M&S special and it involves simplifying the business structure, saving money through staff redundancies, using more digital tools, closing and relocating stores, reshaping the ranges and customers profile in Clothing and Home, growing the Food business (transition to Ocado) and focus on growing the business on the International markets.
In July 2020 M&S created the programme Never The Same Again (MarkandSpencer, 2021) as the CEO Steve Row states that ‘the world would never be the same again’ and introduced a fast-forward method to implement the three steps strategy and achieve the target results.
In Implementing, monitoring, reviewing and communicating the solution has been a little bit of a challenge as the company used resources as money, time, employees and equipment to reach targets as online and in-store sales increase, to add better value to the products, to attract new customers, to develop new products, to increase profits and ti increase the level of customer satisfaction. 
The company will monitor and review the implementation of this solution by using audit reports made by departments, surveys and interviews with customers and financial reports and will communicate the methods of implementation to internal shareholders through the official communication channels as meetings, reports and notification email and to the external shareholders through company’s policies, reports, meetings, newsletters and press release.
from the above discussion based on the issue or challenge faced by M&S regarding customer satisfaction, it has been concluding that the implementation of Never The Same solution is the best and most advisable strategy to adopt to increase the level of customer satisfaction.

 



















List of References:
· 1. Mark&Spencer (2021), Strategic report 2021, available on https://corporate.marksandspencer.com/msar2021/m-and-s_ar21_strategic_210602.pdf. accessed on 18 June 2021;
· 2. Marketline (2021), SWOT Analysis, available on https://advantage-marketline-com.ezproxy.uwtsd.ac.uk/Company/Profile/marks_and_spencer_group_plc?swot. Accessed on 18 July 2021
· 3. Mark&Spencer (2021), Annual report 2021, available on https://corporate.marksandspencer.com/investors/reports-results-and-presentations accessed on 15 June 2021.
· 4.  Pinnock O.(2021), Is M&S never the same again?, available on https://www.drapersonline.com/insight/will-ms-never-been-the-same-again?tkn=1., accessed on 10th of June 2021;
· 5.  Russon M.(2021), M&S: Five reasons the retailer is struggling, available on https://teams.microsoft.com/_#/docx/viewer/teams/https:~2F~2Fuowtsd.sharepoint.com~2Fteams~2FCohort10Problem-solvingDecisionmaking_GRP~2FShared%20Documents~2FGeneral~2FMarks%20and%20Spencers%20Article%20(1).docx?threadId=19:5388124bd307404a8206821a97fbbd09@thread.tacv2&baseUrl=https:~2F~2Fuowtsd.sharepoint.com~2Fteams~2FCohort10Problem-solvingDecisionmaking_GRP&fileId=cf87d170-6252-4c5e-a033-c625ca2d2e0e&ctx=files&rootContext=items_view&viewerAction=view., accessed on 10th June 2021;


