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[bookmark: _Toc94555440]Introduction.
This portfolio will be looking at some of the elements and factors within Microsoft. There will be a close look at Microsoft’s Strategic direction and attention on the following elements; a Stakeholder analysis, SWOT analysis, Pestle analysis and Microsoft’s strategic direction and a new strategy will be proposed.
The reason why Microsoft was used for this portfolio was because they are a well-known multinational computer technology company which started operating in 1975. The company was created by two good friends, Bill Gates and Paul Allen, and it is now the biggest and most valuable software company in the world. Microsoft makes and develops, licenses and offers customer support for their products and services. In 2000, Bill Gates appointed Steve Ballmer as the new CEO of Microsoft even though people had concern over Ballmer’s ability to lead Microsoft. The company was still able to be the leading company in the business and personal computer market (Cowling, 2016). Microsoft has three main components: Cloud and Al (Artificial Intelligence), Experiences and Devices, and Technology and Research. 
Cloud and Al (Artificial Intelligence) – These are a number of programmes within this area: Microsoft Azure, the global cloud computing platform, Microsoft Business Applications, including the automated business process capabilities of Dynamics 365 and low-code/no-code tools in the Power Platform, and Mixed Reality, with HoloLens and Microsoft Mesh. It also includes a rich set of developer tools with Visual Studio, Visual Studio Code and GitHub, core commerce capabilities and infrastructure, and end-to-end security, access management and compliance solutions across the Microsoft Cloud (microsoft.com. 2021)
Experiences and Devices – Within this section there are three main parts: Office, Windows and devices (laptops, tablets and phones). Microsoft has focused a lot of time on how to grow the company across these areas: productivity, communications, education, research and other information services, along with the software platform, apps, store and devices that power the Windows ecosystem (microsoft.com. 2021).
Technology and Research – Microsoft are always looking at developing their productions and services and the way that Microsoft does this is by doing a lot of research and receiving feedback from customers. The company is going to focus on the sales of Al, service and apps (microsoft.com, 2021). 
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Political Factors – With Microsoft being a world-wide company, they are always coming across the same political problems in different countries.  For example, China does not like the distribution and supplying system of Microsoft. Even though some of Microsoft’s factories are in China the political problems between the United States (US) and the Chinese government disturbs many of the company’s processes. The political factors for Microsoft do not just lay within China the company also has problems with the European Union (EU) because the EU fined Microsoft over 730 million US dollars in 2013 because they claimed that Microsoft was responsible for violating the trust regulations of the EU. This did not only apply to only Microsoft, as there were also other US companies such as Apple, Google, and Amazon who had to pay fines for breaking the same regulations. Because of the way the EU is introducing new trust and privacy legislation; it is becoming difficult for big corporations like Microsoft to operate its business globally. There are many different factors that play within the Microsoft’s processes such as changing political environments, lobbying costs and being labelled as a monopolist (Shaw, 2020).
Economical Factors – Some of the major economical factors that play a big part within Microsoft are economic crises, exchange rates, the overhaul of the H-1B visa work program, as well as protectionist policies. Out of all these factors, economic crisis has the biggest impact on the business because Microsoft had to let over 5000 individuals go in 2008 because of the economic recession and the financial crisis. There are many more factors that impact on Microsoft, for example labour laws, trade tariffs, taxation, the import regulations and whether the relationship between a government and Microsoft is poor. With all of these factors playing a big part on the process of Microsoft this could have a bad impact on the growth and profit for Microsoft on a global scale (Frue, 2018).
Social Factors – A social factor for Microsoft is a changing culture and new trends; for example the growth of smartphones within the market and the shortage of science, technology, engineering, and mathematics STEM professionals. Every year people are starting to use mobiles and this trend is growing. With people using their phone to do more transactions this is putting Microsoft under threat because Microsoft products and services are personal computers (PCs) and laptops, and they are not in the market with mobile phones (Pratap, 2017).
Technological Factors – Microsoft is in a technological software marketplace that can become very competitive. Microsoft said that all a company needs to do is come up with one big new idea that no one else has thought of then everyone will forget about the older ideas that are on the marketplace (Dudovskiy, 2019). Apple and Google have become Microsoft’s top competitors within their market and if Microsoft does not keep up with their competitors this could result in Microsoft having decreasing market shares and revenue. One way that Microsoft has to try to keep up with their competitors is strongly investing in their research and development team. As a result of them doing this Microsoft in 2019 has become the third trillionaire American multinational company and again in 2020 the net profit was around $44.3 billion (Dudovskiy, 2019).




Legal Factors – Microsoft is one of the biggest technology companies in the world and they are operating in different countries. One of the major things that effects Microsoft is that some countries have different thoughts about technology and this makes it difficult for Microsoft as laws are different in every country that their factories are based. For this reason, Microsoft has a bigger chance of being sued than an ordinary local brand. Microsoft has been made to pay approximately over 10 billion US dollars for different lawsuits. However, it is not just lawsuits against Microsoft from local authorities, but they also have to be mindful of general discrimination issues as there have been approximately 9000 current/former employees of the company that have complained and filed lawsuits against the company for discrimination. Microsoft also has to deal with customer complaints on a day-to-day basis and sometimes these also turn into lawsuits (mbaskool.com, 2019).
Environmental Factors – One of Microsoft’s environmental credentials is that they are running many green projects towards saving nature and global warming. A study in 2019 by Just Capital shows that Microsoft was ranked one of the top eco-friendly technological companies worldwide (Shaw, 2020). Microsoft also funds over 500.000 dollars to universities to find ways of cleaning-up the environment. Microsoft is trying to become 100% carbon free. Microsoft plans to spend over 50 billion US dollars within the next five years to clean up the environment. Also, Microsoft announced in 2020 that they plan to remove the equivalent amount of carbon from the environment that the company has released into the air since beginning operating in 1975 (Shaw, 2020) 
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Strengths – One of Microsoft’s strengths is that they put a lot of time and money into their research and development team. Microsoft apply a lot of resources for them to develop their technologies, tools, and their platforms for people to be able work digitally, developing the storage within the cloud and their systems and hardware (Abbas, 2020). This goes for all of the other factories that they have around the world. Microsoft put in around $20,716 within the research and development team (MarketLine, 2021). 
Weakness – One of Microsoft’s weaknesses is the way that they give financial credit to their customer. From 2020 to 2021 Microsoft has increased customers’ credit limits because they are buying more products from them. However, a lot of customers are unable to pay the money back to Microsoft and so they are losing out on annual income (MarketLine, 2021). Microsoft customers have to pay a high price for production and services, while there are many similar products and services in the market, such as Linux, which are free. While Microsoft receives a good yearly revenue, potentially increased use of free software, such as Linux, may be a growing problem for Microsoft (Bush, 2016). 
Opportunities – Microsoft has started to grow within the Internet of Things (IoT) market and so they are able to bring in more revenue and then enhance their presence within the IoT marketplace in the future. The IoT is known for the holistic interconnection of services, applications, business processes, people and devices that are on a network or internet so that people can share their information with other people and perform their tasks without any human intervention. Research shows that, the global IoT enterprise market is forecast to reach US$318 billion by 2023. The software and service category will account for 71.2% of the expenditure on IoT by 2023, followed by devices (17.3%), and connectivity (11.6%). In October 2021, Microsoft acquired Clear Software, a provider of integration and business-process products. This acquisition would enable the company to strengthen its position in the connectivity services market. Microsoft noticed the way that people are communicating. For example, the way that companies are using digital platforms to carry out their work whether it is company meetings, holding interviews, allowing workers to work from home. Schools and universities are able to teach people within their own homes while using Microsoft Teams (MarketLine, 2021). 
Threats – Microsoft is being put under pressure by their competitors across the marketplace for their products and services. When it comes to the company’s productivity and processes they are being tested by other companies such as Adobe Systems, Apple, Cisco Systems, Facebook, Google, IBM, Oracle, SAP and Skype. The reason why there are putting pressure on Microsoft is because they are offering the same type of products and services, including laptops, computers and communication services (MarketLine, 2021).
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Conduct a stakeholder analysis and an evaluation of stakeholder expectations.
Within Microsoft’s PESTLE analysis you can see that one of Microsoft top issues that they run into are political factors and when investigated, the top issue within that factor is that Microsoft as an organisation is that they manufacturer in many countries (Shaw, 2020). In saying this, Microsoft stakeholders, from employees, investors and other companies have a very high interest within Microsoft and this causes major issues worldwide for them. Therefore, Microsoft is focusing on these significant interests through its corporate social responsibility initiatives, which include the following: human rights, environmental sustainability and business transparency. This has been stated throughout Microsoft company’s prioritization in its CSR strategy. When you break this down you can see that the top stakeholders for Microsoft are the customers, employees, communities, investors and governments. 
Customer – Customers play an important part for Microsoft as they help the company grow. However, all of Microsoft’s customers are looking for the same thing and this is reasonably priced effective products, along with high quality customer service. This means that Microsoft will focus on customer retention and related sales revenues. Microsoft’s top priority is to satisfy the needs of their customers by providing advanced computer hardware and software products. The best way for the company to find out what the customer wants is for the company to provide a feedback system where customers can fill in any complaints issues that they might be having when using their products. To further satisfy the interests of this stakeholder group, Microsoft offers discounts to some customers. For example, students and veterans can purchase the company’s computing products at discounted prices. These discounts are also implemented as part of Microsoft’s marketing mix. Thus, Microsoft’s corporate social responsibility strategy effectively satisfies the concerns and interests of customers as the most significant stakeholder group (Panmore.com, 2017). 
The employees – Microsoft ask all employees to be honest about the way that the business is being run and one way that they can do this is by filling in feedback sheets. Microsoft take all feedback very seriously and make any changes that the employees might bring up in the feedback sheets (Microsoft.com, No Date). When Microsoft say that their employees are the second most important stakeholders on their list, with customers being first. This can be seen because Human Resources (HR) is the most important department because they help to make sure that all employees are treated fairly and this applies to any country that their employees work in (Karani, 2020). HR plays a major part within the company as they directly influence production and the performance of the company. To fulfil the interests of staff, the company gives rewards and bonuses if they achieve targets. There is also continuous improvement in employment procedures to safeguard the freedoms of workers. This, in turn promotes the enhancement of Human Resources because they help improve workers' morale and skills (Karani, 2020).
Communities – Communities can also be seen as customers because all products, services, software and hardware are used directly by the public. The company takes care of all individuals because they benefit the company and enhance business and maintain brand-image. Microsoft take into consideration the environment around them and factor this into their strategies and they do this by offering discounts to students, defence staff and ex-servicemen. Also, Microsoft donate funds and extend aid to a wide range of CSR programs. Microsoft also take into consideration the communities that they work within. This means they have policies on environmental sustainability and this reflects Microsoft's commitment to minimize its environmental effects (Karani, 2020). 

Investors – Like any other businesses that have investors within their company Microsoft see them as one of their top stakeholders. Investors like to see a return on profits (Wakefield, 2001) and so Microsoft see their investors as another significant stakeholder within their software and hardware business. Investors are the people that bring in the money for a business to operate day-to-day. What investors like to see in a business is growth and transparent fiscal reporting. Microsoft hold annual meetings to inform investors of what is being done within the business and how they are going to develop the company over the year. Sometimes the investors may visit sites to see how the business is operating on a day-to-day basis (Karani, 2020). 
Government – All organisations have government regulations that they have to abide by when operating and Microsoft’s government stakeholders play a large role within the running of the company. Microsoft has to abide to the rules, regulations, and policies that a government puts in place for business to operate in within all countries. In the compliance of legal and regulatory procedures the involvement of government is desirous and Microsoft fulfils the interests of this group through strict policies (Karani, 2020).
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When Microsoft started out they focused on incremental technology innovation and product optimization. By concentrating on innovation in the business model and technology enhancement it has made them one of the most successful software companies in the world. Like any business they face challenges and Microsoft is facing challenges that has made them rethink their core value (Analyticsinsight.com, 2019). Over the past several years the company has been changing the focus of their business products to the cloud for which they are partnered with Azure, a technology company that is associated with cloud storage (Hoover’s Company Records, 2021). The cloud has been able to drive the company’s sales higher as it offers many services including Office 365, but 73% of the company’s revenue growth for 2018 and 2019 has come from LinkedIn and Dynamics 365. From 2018, Microsoft Web services had jumped in usage more than 64% in 2019. Microsoft offer to their customers a subscription to their cloud-based versions of their familiar office productivity suite, which includes Word, Excel and PowerPoint which have played a big part in the robust growth of the company from 2018 and 2019. When people think of Microsoft they think of software such as Windows and Office 365, however, they also manufacture one of the most played game consoles in the world called the Xbox. Additionally, Microsoft is offering a new game-streaming service called Project xCloud to the public in 2019 (Hoover’s Company Records, 2021).  
Microsoft has one of the most ambitious missions in the world and that is to empower every individual and organisation in the world to be able to achieve more and they see this as they want the customer to achieve the best from their products. They do this by offering walk-in stores and studio rooms. Microsoft’s business model is for all their customers and partners to achieve success (microsoft.com, 2022). As a company they are always trying to create local economic opportunity within the communities that the company works in. The company is always trying to help to unlock the power of their technology for their customers who may be facing pressing challenges with Microsoft’s platforms and tools and so they will help those individuals and organisations to overcome these. The company mission does not just stop there, they also try to help small business become more productive. When it comes to the bigger companies, they help with the business’s competitiveness and public-sector efficiency. They also support new start-ups, improve educational and health outcomes, and empower human ingenuity (Gregory, 2019)
In the company’s mission statement, it is stated that Microsoft’s priority is their customers. The company’s culture allows them to pursue their mission with a growth mindset. It is all about the company learning, renewal and being able to confront their own fixed mindsets. One way of them doing this is that the company is trying to bring in more individuals who are looking to learn more about their services and products (Acquisdata Pty Ltd, 2018). A company such as Microsoft is always trying to satisfy the needs of individuals and companies that are using their productions or services. To do this there are many different elements that need to be take into consideration, such as the customer, physical evidence of what people actually want, going through the process of finding out what the customer wants, product, price, place and promotion (Kushwaha, 2015). 
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Customers: McCarthy in 1960 said that all customers should be the focus within any business’ marketing strategy (McCarthy, 1960 cited in Kushwaha, 2015). Microsoft has seen a big gap in the market for their customers. In 2019 there was a pandemic that prevented a lot of people from going into the office as they had to work from home and their customers need a product or service that would allow them to work remotely (Warren, 2020).
Product: Products and services are the same thing at the end of the day, and both are highly important to the customers. If a company gets this right, the customer will stay loyal (managementstudyguide.com, no date). When Microsoft say within their mission statement that they aim to help business, they are trying to do this with their products and services (Acquisdata Pty Ltd, 2018). Before the pandemic hit the world, healthcare organisations in the United Kingdom (UK) were looking to become more digital and they looked to use Microsoft Teams because of how easy it was to use this product (Mehta, 2020). When the pandemic hit the UK, the objective of healthcare organisations was to implement Microsoft Teams to allow for safe and effective reductions in non-essential face-to-face communication in order to minimise infection risk (Mehta, 2020).
Price: When pricing up products and services, companies find it harder to price up services than goods (Acquisdata Pty Ltd, 2018). When Microsoft looks at pricing their products and services they have to take into account the different segments and competitors within the marketplace. It also depends on what is being offered within the market. Some of the services Microsoft offer are free, but if the customer wants extra features, then they would need to pay for them. One of the services that is offered free on certain devices is Office 365, however, all customers would still need to pay for cloud service. Under this strategy, the customer is not charged a fixed amount, instead they are supposed to pay only for how much they use. This is very useful for customers who use multiple devices. Hence the pricing strategy in the Microsoft marketing mix simply highlights that being a market leader, it is the company which decides the product and service price (MBA Skool Team, 2021).

Place: When a company is looking to locate their business somewhere they will look at to see if the products and services will be needed in a location (managementstudyguide.com, no date). Microsoft has offices in many different locations in Redmond, Albany, Alpharetta, Atlanta and in 168 other locations (craft.com, 2022). Microsoft’s head offices are based in Redmond Washington and it now houses Microsoft’s Redmond Campus as well. The campus is growing because the business is also expanding as well and they are also looking to expand their locations by 25% (headquartersoffice.com, no date).
Promotion: some services that are being offered by companies can easily be replicated by the competition. Thus promotion for any company’s customers has to be the top priority (managementstudyguide.com, no date). The digital advertisement market has been growing by double digits (MarketLine.com, 2022). The reason for this is more people are getting internet within their homes and this market has grown by 83% as people are spending more time on social media sites. Microsoft believes that online advertising market has become the next major way of advertising and In Microsoft’s strategy plan they plan to focus on online advertising. Microsoft will be investing more than £6 billion to help them develop their advertising platform to maximize the return on their digital advertising investments (Galli, 2007). 
People: people are important factors within the service that a company is providing (managementstudyguide.com, no date). When you look at the main customers of Microsoft, they are individual consumers, small and medium-sized organizations, enterprises, governmental institutions, educational institutions, Internet service providers, application developers, and OEMs. Microsoft is going to help their customers with the digital transformation (customers.microsoft.com, 2018). Going digital for individuals or companies has become important because of the pandemic and one way of customers doing this is using Microsoft Teams. Microsoft is finding ways to develop their services is by getting feedback from customers and Microsoft is planning to work with customers to get the most out of their services and products. 
Process: Every company has a process to reach their customers, such as word-of-mouth, online advertising, or trade fairs and it is important for companies to get this right (managementstudyguide.com, no date). Microsoft is always trying to find ways of bettering their services to help businesses. One service that can help is Microsoft Teams, which helps in many ways such as better response time. Teams help by having all the tools needed in one place making it faster for customer services to help their customers. Using Teams fosters conversations and cooperation; it naturally boosts collaboration and builds stronger relationships between customers. while using Teams for customer support is convenient. Using Teams as a help desk integrates customer service with the rest of the business as support teams can ask anyone for help and assistance right away and, as a result, assist customers faster (socialintents.com, no date). 
Physical Evidence: Since services are intangible in nature most service providers strive to incorporate certain tangible elements into their offering to enhance the customer experience (managementstudyguide.com, no date). Being able to engage with their customers in today’s market is hard for any company and this means that nurturing a relationship is important. Therefore, from the first moment of the interest in a product or service, to the closing of a sale and then giving ongoing support to the customer means that Microsoft is trying to give their customers the best experience they can (Taylor, 2021).
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For many years there has been an advancement when it comes to information, communication, and transportation technologies with the intensified use of the internet and social media worldwide. This major shift has allowed firms to be able to operate in many more countries than before, including small to large companies. Therefore, more companies now have more motive, flexibility, and are quicker to see more opportunities and challenges within the market in any country, including targeting, serving and communicating with the customer. This new digital era can benefit firms operating or wishing to pursue opportunities in the international marketplace (Katsikeas, 2019). Microsoft has a service that has allows individuals and organisations to be able to so this, such as with Microsoft Teams. 
Microsoft Teams has the power for individuals and organisations to work all round the world together without being face-to-face with each other. The service includes four different features: Chat – this is where you message someone or a group to talk about work, projects, or just for fun. Teams – a team and channels, allow people to work together and work in focused spaces with conversations and files. Calendar – allows people to connect with each other before, during and after a meeting, so this will prepare for future meetings and it is easy to follow-up with individuals from the meeting. The Teams calendar syncs with Outlook and other Apps. It is easy to find familiar apps and explore for new ones to simplify, customize and manage how you work (microsoft.com, 2022). 
The world has changed over the last 2 years as well as the way that businesses are operating on a day-to-day basis. Microsoft has been the one of the top firms for supporting businesses by coming up with a service that would allow workers to work from work.  Within any organisation video conferencing and online collaboration has become the norm (McKenna, 2022). Microsoft has grown and will keep on growing over the years. In 2019 Microsoft saw a rise in users of 20 million people and then in the second quarter of 2021 this had risen to 145 million. Therefore, Microsoft needs to make sure that their customers are always satisfied (Curry, 2022). 
Figure 1 – The number of people using Microsoft Teams each year.
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(Curry, 2022)

Figure 2 – The number of organisations using Microsoft Teams each year.
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(Curry, 2022)
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(Hooley, 2019)
Problem definition –The industries that are having issues are those with individuals that are working on the frontline, such as care workers, factory workers, retail workers, or NHS staff.  The problem found was that over 41% of workers do not have full access to technology that is required for them to undertake their job. This issue stems within many countries and industries (Trueman, 2022).
Exploratory research – As we know, Microsoft is always trying to find ways of helping individuals and companies, therefore, Microsoft will go to companies to identify problems (Trueman, 2022).  
Quantitative research – Microsoft has found that there is a culture and communication gap. Frontline workers say that they feel as though they are abandoned, and most of them say it is the culture and communication that needs to be better from the top. Therefore, a good communication platform can help with these type of issues and Microsoft believes that Teams is a good fit for these type of problems (microsoft.com, 2022). 
Analysis and interpretation – There are over 46% of workers who say that they need better technology to help them to do their job better (microsoft.com, 2022). Therefore, Microsoft should work closely with these industries such as healthcare, retail, finance and manufacturing to help them to improve the technology within these areas.  
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Microsoft are always spending a lot of time with research and development of the company. The main areas that they are developing are products and service for customers. The major service that they have developed over the last two years is Microsoft Teams following the pandemic in 2019. Therefore, there was a rise in individuals staring to work remotely from home such as workers and students. However, there was an issue for Microsoft because there were competitors within the same market such as Zoom, Clickmeeting, Hive and many more. However, Microsoft Teams is still one of the most used remote platforms in the world. The company had seen an opportunity within the market, and they have been able to sustain a high volume of users each year.
As can be seen, Microsoft, over the years, has had a challenging time operating in different countries because of the laws and regulations that the company has to follow. However, Microsoft has a strong robust Human Resources department and legal team to help the company work efficiently within these countries. Like any other business the other major issue that Microsoft has been facing over the years are complaints from customers, communities, workers, governments, and other businesses.
Microsoft is one of the biggest technology companies in the world and they are finding ways to develop their product and services for their customers. Sometimes they could find this very difficult as all customers have different needs. Since Microsoft started operating, they have always had their customers’ needs as one their core values. This can be seen when you look at how Teams as become the most-used remote platform by their customers.  When Microsoft Teams was developed you would have had to pay extra for the service; now, Microsoft Teams is part of Microsoft Office 365 so all customers will now automatically have Teams when they buy Office 365. However, even though there are a lot of individuals and organisations now using Microsoft Teams, there are still a lot of people that do not have access to the technology that Microsoft offers to their customer. Therefore, Microsoft has a new strategy to help these individuals and organisations to gain access to the technology that is being offered and used by others.
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