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1. Executive Summary
This report will be exploring options to creatively reshape Westbound Logistics Services ltd strategic direction to discover a new way forward for delivering innovative customer care ensuring future resilience and sustainable competitive advantage against a backdrop of a pandemic.  
A Swot analysis, a Pestle analysis, and a Power-Interest Grid will be provided to analyse Westbound Logistics current internal and external environmental conditions as well as their primary stakeholders and how these relationships can be improved by better communication and involvement to provide a more seamless operation resulting in better customer care and higher customer satisfaction. 
Westbound Logistics Services Ltd is a Brentwood-based logistics and supply chain company, established in 2009. They have since expanded throughout Asia, the UK, and the US. At the beginning of the Covid-19 pandemic, Westbound had great concerns regarding the impact of their business.  After initial concerns, the company thrived throughout the pandemic, growing at a rate 3 times as fast as previous years.  This can be directly linked to a change in its strategic aims.  Investment into eCommerce, warehousing, fulfilment services, cross-trade, and EU road specialists have all helped the business expand throughout a post-Brexit, Covid-19 pandemic (Clark, 2021).
During the pandemic an increased demand for online shopping became apparent, Westbound took advantage of the shift in consumer behaviour and invested in services such as Fulfilment by Amazon (Amazon FBA) warehousing and creating Westbound Parcels in collaboration with UPS, offering delivery options for customers looking to ship individual parcels. In the backdrop of the pandemic, these strategic changes to the business have been shown to mitigate some of the challenges it would have faced with the existing income stream.  These changes have also put the company in a position to improve communication, involvement, and overall customer satisfaction by offering a Clitheroe of services for customers to engage with, as well as platforms to create more detailed customer profiles, ultimately resulting in a more targeted customer care and overall, a better reputation within the industry.  

2. 
 Introduction 
“There is a fundamental distinction between strategy and operational effectiveness” (Porter. M.E, 1996)
[bookmark: _Hlk92013407]Throughout the Covid-19 pandemic and the exit from the EU the British logistics and supply chain industry has faced multiple challenges. The main purpose of this report will be to creatively reshape Westbound Logistics Services ltd strategic direction to discover a new way forward for delivering innovative customer care ensuring future resilience and sustainable competitive advantage against a backdrop of a pandemic. This report will explore how to maximise opportunities within the logistics industry, strengthen their current brand and services, and mitigate some of the threats they are currently facing.  This report will cover a Swot and Pestle analysis and a Power-interest grid to establish the company’s stance within the economic environment and a stakeholder analysis to explore better communication and customer care while the company evolves. It will explore the internal competition and improving within the company as well as the business’ external competition and strategically position within the wider logistics industry.
The logistics sector is in a dynamic and constant competitive environment that requires organisations like Westbound to be resilient, forward-thinking, and open to change.  When implementing strategic changes, it is critical to evaluate the internal and external environment in which it currently finds itself. Having a succinct overview of the political, economic, social, technological, environmental, and legal factors Westbound currently is faced with, will provide a solid foundation to make informed decisions to benefit customers and the company. Looking at its stakeholders and evaluating options for better communication will equally be beneficial to the running of the business and the understanding of what information, in what way, in what time frame, needs to be filtered to individual stakeholder groups and which stakeholders will be most valuable throughout this project lifecycle. 


3. SWOT analysis
	Strengths 
· Social media platforms, newsletters, and website
· Fulfilment locations across Asia, the US, and Europe
· Multiple contact centers and offices worldwide
· Strong global and social awareness
· Engaging staff
· Insurances
· Warehousing
· distribution centers and Amazon hub
· Expertise and reputation
	Weaknesses
· Competitive and dynamic industry 
· Development and Research 
· Strong customer service-based competition
· Lack of company app
· Frail staff resilience
· Non-existent media relationship

	Opportunities 
· Expansion opportunities 
· Post pandemic online retail changes
· Government changes to remote and flexible working 
· New technologies
· Political changes
· New market opportunities
	Threats  
· Fuel prices
· Decreased warehousing availability 
· Asian freight prices
· Extreme weather conditions 
· Unpredictable strikes
· Political changes 
· Covid-19
· Port congestion
· Driver shortages
· Container rate influx




3.1 Internal analysis 
a) Strengths
Westbound Logistics Ltd takes great pride in its customer services and customer satisfaction. Throughout the past 18 months, Westbound has introduced automated resources such as quote requests, news updates through newsletters, online fulfilment logins as well as VAT calculators.  These online resources have enabled Westbound to consistent and transparent with their customers and products, providing customers with immediate and direct access to their shipments. These platforms in time will collect adequate data and analytics which will enable Westbound to create a more understanding, better-trained workforce which will be able to take a more proactive approach to customers’ concerns (McKinsey and Company, 2020). Ryan Clark, a CEO at Westbound undertook a workload analysis on certain parts of the company and discovered time-intensive tasks undertaken by members of the team.  Investing in technology companies and exporting these tasks has reduced the time spent on this data entry from 6 weeks’ labour to 12 minutes per request, enabling Westbound to utilise its human resource more efficiently. Eliminating singular time-intensive tasks such as this one has contributed to higher staff satisfaction and retention rates. Making use of external platforms such as this will, conclusively reduce training costs for new starters. (Clark, 2021).
During the pandemic, Westbound has concentrated on improving its customer service by enhancing its social media platforms and newsletters to inform stakeholders of current affairs and news updates that could impact their shipments. In addition to these communication lines, they have also invested in an updated website with a user-friendly layout which makes access to their services clearer.
Westbound also had the foresight to collaborate with Amazon-hub and UPS, expanding its product ranges considerably (Westbound Logistics Ltd, 2021).
Robust financial management has historically been one of Westbound’s main strengths throughout their business’ lifetime. Financial gains have been reinvested, resulting in added security and leverage during times of uncertainty and pandemic-related container price hikes., which have devastated many companies over the past two years (Horne, 2021).
b) Weaknesses
With the pandemic came a new set of challenges for Westbound, that it hadn’t faced before. A high increase in customer dissatisfaction and a rise in customer expectation resulted in minor staff turnover within the company. Although threats and risks such as port closures, covid restrictions, strikes, and driver shortages have directly impacted their customer’s livelihoods, these elements are outside of Westbound Logistics control.  Their customer service teams on occasion struggled with the demand for answers, which in turn led to work-related stress and two members of staff leaving the company.  Westbound has since introduced resilience training, an online complaints procedure, resulting in complaints being resolved in a more personalised and empathetic manner. Personalized and automatic correspondence about individual shipments has been put in place to attempt to mitigate some of the unexpected challenges logistics companies have faced (Clark,2021).
3.1. External Analysis
a) Opportunities
Political changes such as Brexit and free trade agreements have transpired to come with extensive opportunities for the logistics industry overall. The UK government has since provided 63 new trade agreements that Westbound can utilise.  Exports may benefit from regulation changes and fewer tariffs in comparison to trading before Britain left the EU.  Abolished duty levies have opened doors for Westbound to evaluate their business model within Cross-Trade and substantial changes to suppliers (BBC, 2021). UK based Businesses have also benefited from a weaker pound, making exports overseas more appealing to the worldwide market.  However, this has come with the negative impact of inflated import prices for UK consumers making the desire for a UK-based supply line more attractive.  This could result in environmental benefits, although potentially overshadowed by the threats to the long-haul logistics industry (Economic observatory, 2021).
With the pandemic and worldwide lockdowns, online shopping increased considerably, generating new customers for Westbound.  With insight into big data analytics Westbound will be able to benefit from consumer data and in time predict consumer needs ahead of time, making the vast investment into their online resources a wise financial move (Dong-Hui Jin, Hyun-Jung Kim 2018). 
b) Threats
Due to the Covid-19 pandemic, companies, including Westbound were forced to adapt social distancing guidelines within offices, swiftly implement working from home models and put their contingency and continuity plans to the test. As customers’ livelihoods are linked heavily to the logistics industry, an extensive amount of uncertainty still lies ahead (McKinsey and Company, 2020).
Over the past years, there have been environmental and economic challenges within the industry. Certain threats such as piracy have resulted in Piracy risk surcharges (PRS) imposed by all shipping lines as the threat of Piracy has topped $12bn per year worldwide. This surcharge stands at $12 per twenty-foot equivalent unit (TEU).  The additional cost is added to all freight forwarders and direct importers such as ASDA.  Companies include this cost, ultimately equating to a surcharge for the customer. Armed escorts for all vessels utilising the Suez Canal are covered by PRS (Bromby, R. 2021).
With the risk of containers going overboard, Westbound holds great value in different insurances, mitigating their costumers and their own risk for large losses. ‘Full Risk Marine Insurance’ is available from £35, covering £4k worth of goods (Horne, 2021). 
Union bodies and Governments have the responsibility to inform affected businesses of strike plans with plenty of time to make alternative arrangements. However, these notices usually come with a maximum of 2 weeks lead times.  This is often too late for the logistics industry as vessels take on average 30 – 35 days to arrive.  Faced with these challenges, there are only limited contingencies that can be put in place to divert goods to alternative appropriate ports, therefore shipping lines divert shipments to different ports in Europe, completing the shipment on their Eastbound leg roughly 10 days late (Local Government Association 2021).
Fluctuating fuel prices, although the risk is not unexpected within the supply chain industry. Most companies, including Westbound, incorporate these fluctuations into their updated strategies and make overall efficiencies, consolidations and make alternative nearshoring arrangements.  For Westbound this means shipping loads to nearby countries which can provide benefits to their customer service regarding lower customs and duty charges, reduce cultural discrepancies and language barriers and increase the speed of the overall shipment (Young 2021).


4. Pestle Analysis
a) Political factors:
The logistics and supply chain industry have had to adapt their businesses within changing and challenging trade policies resulting from the UK leaving the EU in early 2020.  Political conditions have historically been secure within Europe, but with new and potential free trade agreements being arranged by governments, trade volumes initially saw a deficit.  Changes within the US, Asia, EU, and certain unrests such us in Myanmar are most concerning for Westbound logistics, as this is where most of their trade operates. Unstable political climates have resulted in changes to import and export tax and higher tariffs which carry the concern as overall hiked shipment prices, resulting in increased costs for customers. 
Certain political factors such as changes in the Eurozone as well as the Covid-19 pandemic have negatively impacted Westbound’s business. Changes in paperwork requirements at ports, negative covid tests requirements, adherence to vaccination mandates and proof of vaccination, driver shortages due to working laws as well as staff absence due to covid infection and strikes have all been contributing factors to owe trade volumes and an overall challenging trade environment.  With the foresight of Brexit-related disturbances, Westbound was in a position to take on a team of European road specialists at the end of 2019, who have helped the business expand, as well as mitigate a plethora of Brexit and covid related details. Even though there has been exponential growth in the demand for truckers on the continent.  This has given Westbound leverage over other logistics companies that faced the same challenges in early 2020 (gov. UK 2021). 

b) Economic Factors:
China is Westbound’s primary trade hub, working within direct trade as well as Cross-Trade. When the pandemic hit, concerns about plummeting trade volumes occurred across the entire logistics industry, especially for SMEs such as Westbound. These concerns were quickly eliminated as it was said that China’s economy was the only economy that had not suffered negative consequences initially. (The diplomat, November 2020) Throughout the pandemic, China capitalised on express doorstep deliveries combined with the introduction of China’s digital currency, which could cause major financial disturbances within the logistics sector (Konrad, A. Forbes, 2020).  A potential economic crisis and fears of inflation could result in reduced buyer power which will result in financial losses for the business.  Currency fluctuations, higher unemployment rates, as well as lower minimum wages which will affect disposable income, have a substantial impact on the industry (McKinsey, 2016).  As lockdowns were put in place worldwide during the pandemic, demand for online shopping increased exponentially resulting in the need for services such as Amazon FBAs, which Westbound had the intel to expand into. This service now provides shipping and warehousing options for a wide range of customers (Westbound Logistics ltd, 2021).
Stark fuel fluctuations have substantially impacted the logistics industry and, consequently, their prices during the pandemic.  This will have an economic impact when basic consumer goods such as milk and bread increase in price.  Government inflation can be secured by data for example on hiked energy costs; however, this will in turn also apprise inflation rates (The Guardian, October 2021).
1.8% growth has been reported within the industry on average per year to $199.3nb between 2015 – 2020, making it the 8th fastest growing sector in the UK consecutively over the past five years. This has had a positive impact on employment and has resulted in a 3.7% growth per year to 1.416.850 in the same timeframe. The logistics industry is therefore now the 3rd ranked employment sector and the 7th highest average wage (ibis world, 2021). 
c) Social factors:
Challenges with ship hijackings, container ship tipping along with strikes have made customers expect safer transport and insurances for their orders. Business to customer arrangements has increased considerably, a direct result of increased online shopping volumes. Online sales rose 33.9% of all retail spending during the pandemic, while the impact on the retail sector overall saw a fall of 21.5% (Office for National Statics, 2021).
Westbound has concentrated and invested heavily into its customer services, giving them leverage over competitors. Having an excellent tracking system and a bespoke hub provides their customers with up-to-date statistics on their supply chain.  News updates through their newsletter indicating potential damages or delays, email correspondence, and 24-hour tracking technology have shown to be invaluable to their customers throughout these unprecedented times. In addition to these online survives, Westbound has also rethought and enhanced its portfolio of available maritime insurances, giving customers added security during unforeseen and challenging times within the logistics industry (Horne, 2021). These aspects compounded all funnel into understanding their customers better, understanding and appreciating that the way costumers choose their services is a journey, as they are putting trust and respect into Westbound to have the tools to deliver the essence of their livelihoods on time, in the right place, in a safe a secured manner (McKinsey and Company, 2020).
d) Technological factors:
Over the past 18 months, Westbound Logistics CEO, Ryan Clark, changed his focus within the business to concentrate on opportunities to develop and improve the business through Artificial Intelligence tools to help streamline certain tasks and export them to an external platform (Clark, 2021).
With the use of Big Data Analytics and information collection systems, Westbound has been able to improve some of the structural changes within its network. This insight will optimise processes such as inventory updates and capacity usage, ensuring better use of warehousing space and consequently fewer overheads for Westbound.  In addition, this data can calculate and forecast risk, inviting alternative ways of monetising elements of their supply chain. 
These same principles apply to customer care.  With the help of Big Data Analytics, valuable information can be provided on customers and their individual needs. This information will be stored before during and after all interactions and requires a collection of systems, understanding of journey flows (McKinsey and Company, 2020).
40 companies within the UK are currently testing self-driving vehicles within last-mile deliveries. This service covers the last leg of the delivery operation between the distribution centers and the customer receiving their order. Driverless vehicles will in time have a considerable impact on the logistics and supply chain industry, as the cost of fuel vehicles and their drivers currently equates to 53% of the overall overheads. The cost and impact not only on the business’s finances but also on the environment, the impact of long journeys will be reduced by utilisation of smart highways as seen across Europe (Business Insider, Jan 2021). 
e) Legal factors:
As with any company that trades on a national or international scale, covid-related legislation changes and levies, as well as amended EU rules, may result in financial losses, as a result, worldwide compliance with a myriad of state and inhouse contract evaluations are becoming increasingly necessary to protect the companies as well as the livelihoods of its customers. 
f) Environmental factors:
Over the past few years, the media has put more emphasis on climate change and is particularly prevalent within the logistics industry. The industry faces volatile weather conditions, often resulting in damage to port machinery, including transporters and containers, however, overhead wires and communication lines are often damaged to the point of replacement. These challenges have resulted in damages to drainage systems, coastal defenses, and landslides caused by excessive rain. Although these factors are outside of Westbound’s control, they can contribute to delays, resulting in compensation payments owed to operators and issues for customers if they are not handled promptly. These types of problems emerge during storage and warehousing too (Dasalakis, T.K, Pappis C.P. 2013).
In today’s environmentally conscious world, utilising recyclable materials when packaging is viewed as the logical way to decrease waste. This can be challenging to adopt for corporations that must consider global recycling processes, political viewpoints, and differing legislation.  China’s goals for a “green transformation” should have a favourable influence on consumers looking to import, export, and Cross-trade. This is when the origin or destination of the items is not equal to where they originated (Rajeb, Simske, Triblmaier 2021).
Co2 emissions will also be substantially cut once smart-high ways and self-driving vehicles have become common practice.
5. Stakeholder Analysis:
The stakeholder analysis outcomes of the Mendelow Matrix (Mendelow, 1991) are particularly important when launching new projects within the company. New projects require approval, guidance, and participation from a range of groups within and outside of the organisation.  Without buy-in from the stakeholders, they can become obstacles to the executive plan and hinder the success of the project. Once the stakeholders are identified, westbound can tailor appropriate communication to the individual groups to secure support, which will lead to higher chances of the project succeeding. As a stakeholder analysis is not a static model, stakeholders can be fluid within the four categories, changing their position of influence and interest depending on the project at hand.  
In the instance of reshaping Westbound’s strategic direction to discover a new way forward for delivering innovative customer care ensuring future resilience and sustainable competitive advantage against a backdrop of a pandemic, the opinion of the low power, high-interest group will be most valuable to this particular project, outside of the executives and employees directly implementing the new project objectives (Productplan.com, 2022).
	A) High power, high interest
· Executives/directors 
· Investors/funding bodies
	B) High power, low interest
· Governments imposing national and international regulations 
· Local politicians 
· Freight carriers
· Freight forwarders
· Media
· Trade unions
· Regulator/ governing bodies

	C) Low power, high interest
· Customers 
· Employees
· Competitors
	D) Low power, low interest 
· Shareholders
· Residents



Looking at the stakeholders within group A Westbound need to make every effort to keep this demographic engaged and make the greatest effort to keep them satisfied. The directors and executives within the company will influence whether the project can go live, while the investors at this stage will only benefit from positive changes to Westbound customer care, they do not need to be kept informed to the point of overwhelming. Similarly, group D will have minimal engagement with this project and will be kept informed through Westbound newsletters, social media, and email updates. The stakeholders within group B will need to be monitored, Governments imposing new national or international regulations can have a negative impact on freight carriers and forwarders, Westbound could throughout this process be in a position where the company needs to make decisions that are in favour to their customers and their own business rather than the wellbeing of the carriers and forwarders they are working with. Regulators and governing bodies as well as trade unions have got the responsibility to make changes to the logistics and supply chain working environment and equally need to be monitored by the project team.  As these are current, actual threats, the project team will have to monitor the situation while working on their revised strategy.  The stakeholder group and the primary focus for the project of creatively reshaping Westbound Logistics Services ltd strategic direction to discover a new way forward for delivering innovative customer care ensuring future resilience and sustainable competitive advantage against a backdrop of a pandemic will be stakeholder group C. Westbounds Customers, its employees, and its competitors will be the groups that will need to be most engaged and insightful to this project. Having Low power, yet high interest is mutually beneficial to the customers, employees, and the business.  In the interest of this project, the competitors will remain in this group, although their stance outside of the organisation is fluid and would, in other projects be placed in group D, low power, low interest.  Any changes to Westbounds strategy or expansion will directly affect the performance of its competitors, often marketing plans are designed to capture market share and can reinforce customer loyalty regardless of competition. Any positive changes with positive impact Westbound make, will be of high interest to its competitors. In healthy competitive industry new choices emerge when companies adapt their strategies, competition can create innovation when businesses are motivated to overtake rivals and capture larger market shares. All of which provide the customer with more choices and ultimately better customer care. 


6. Conclusion 
After analysing the internal and external environmental conditions Westbound Logistics currently finds itself in and assessing its key stakeholders, there have been certain aspects that are vital to be explored further when reshaping its strategic direction for delivering innovative customer care and ensuring future resilience and sustainable competitive advantage.  During the Covid-19 pandemic, the logistics industry was hit hard, however, outperformers such as Westbound continued on its strategic direction it set before covid hit. Technology was one of the main aspects Westbound relied on and continued to invest in heavily to continue to strengthen its core business and become more customer-centric, securing a freight-booking platform on their website to enable customers to book and track their shipments online, at any time of day, regardless of time zone.  This global crisis should have made clear to companies that valuing prestige, turnover, and personal gain over customer satisfaction will not benefit the company financially or reputationally in the future. Anything Westbound going forward engages with needs to be or the betterment of themselves or its customers. In the event of companies deviating from this, they find themselves in an ethical predicament.  In this instance, providing a service that they knowingly cannot deliver on time, will only financially benefit the business short term, as the reputational damage and human resource needed to rectify the issue will far outweigh the gains. Putting customer service and satisfaction at the forefront of the business will provide the company with long-term trust.  Providing services to mitigate challenges before they occur and keeping communication channels open is key. 
With large economic and political factors, such as Brexit and covid, in the way of smooth transactions and freight arrivals, Westbound has shown a great deal of adaptability and resilience to a rapidly changing environment and has continued to improve its communication channels with affected customers. 
With lockdowns in place during the pandemic, demand for online shopping increased, Westbound was able to capitalize on this and collaborate with business-like Amazon FBA and UPS, together creating Westbound Parcels. This directly impacted their warehousing needs within the US and the UK. The overall sector has benefited from these changes, and the past 6 years have shown, increased employment opportunities as well as wage increases, benefitting not only business owners but also individual livelihoods.  Although there are plenty of challenges and threats within the current environment, these analyses have brought to light a vast list of opportunities for Westbound to improve their already high customer services levels, engage more effectively with data and analytics providers to enable more effective customer journey mapping to provide more impactful customer experiences. Increasing their corporate social responsibility, taking care of their staff wellbeing, the environment as well as investing in training and the right staff with the right mindset to stay horizon scanning within a sector that is rapidly evolving. As Neil Blumenthal has said “Just as a company needs strategy to capture market share, a company needs a strategy to encourage actions that reflect their core values” (Eosworldwide, 2021)

7. Recommendations
After analysing Westbounds current internal and external environment, its stakeholder groups, and research into the outperformers within the logistics industry throughout this crisis. there have been three main suggestions that would be worth exploring, all of which surround strengthening its core business, expansion opportunities, and merge and acquisition software.


1. Core Business
Concentrating on core business and developing its main competencies will help Westbound expand its competitive advantage and expand its networks. 
Overall, the sector requires a great deal of adaptability to meet the fast and continuously changing customer behaviour. Due to significant advancements in technology, artificial intelligence, and digitalisation of all aspects of society, covid has presented an opportunity to consider automation and streamlining critical business functions and enhance customer satisfaction.
As Westbound is already working with external platforms to assist with data entry tasks, expanding the need for these services into HR, finance, sales, and marketing further would benefit not only its employees but more importantly their customers.  
Expanding on its already flourishing digital platforms and introducing an app will help Westbound connect with customers, resulting in improved client relationships and creating innovation-driven growth. (Hausmann, Ludwig, 2021) 
Effective logistics management starts with good relationships and to be able to nourish those relationships the company must first be aware of and understand the different demographics of customers they are caring for.  A demographic analysis would be timely here, as the logistics industry is rapidly moving online, and as the older population often does not have access to or the adequate skills to work with modern technologies, this analysis can also be easily outsourced. 
Westbound would also benefit from working on its mission statement, the company has not solidified this statement, yet it is apparent that it holds their customer care to the utmost importance and see itself more as a department within their business rather than another logistics supplier. The westbound goal is to help create successful businesses and assist customers financially with its help in making the correct logistics decisions. Companies can often fail due to the lack of proper understanding of logistics.  This often results in too much resource being spent trying to import and sell something. Often, new businesses fail to thrive because they are not competitive enough, and little do they know they have made an array of errors while importing products, including incoterms. Taking all of this into consideration, westbound would benefit from taking the opportunity to work with “We are not thought of as a logistics supplier by our customers, we are a logistics department within our customers business” as a mission statement. 
Overall Westbound already has a solid reputation for excellent customer service and therefore this recommendation is aimed at becoming more visible to new customers and will be able to promote their core beliefs and high standard in customer service better. As eCommerce is currently at the forefront of the logistic industry, westbound would benefit from engaging in targeted advertisements across social media platforms. 
2. Expansion opportunities
When concentrating on expansion opportunities it is important to assess in which way the company would like to expand. As Westbound has only recently gone from a small company to achieving SME status, the company will need to assess in which way they would feel most aligned in expanding.  Through the above analysis, concentrating on growth within its core business should currently be the primary aim.   
As the logistics industry is primarily customer-focused, and key to all logistics activities, concentrating on the six rights of logistics: Getting the Right product, in the Right quantity, in the Right condition, at the right place, at the right time, to the Right Customer, at the Right price, is paramount to a successfully run logistics and supply chain business (Dr. Voortman, Craig,2004).
The Challenges Westbound will face as they expand is primarily ensuring all staff share the same work ethics and values for good communication skills.  This will be vital during the recruitment process as assessments of training needs. 
3. Merge and acquisition software
Westbound has already started to outsource certain aspects of their daily operations and enhanced their communication lines to a large proportion of their stakeholders.  With the help of further M&A software, Westbound will be able to benefit from a more centralised and secure engagement with their stakeholders. In the situation of a pre-deal period, having access to confidential records between the buyers, sellers, banks and occasionally law firms is vital, in such situations a digital platform will aid the connection between all involved parties in a streamlined manner. Allowing a smooth handover process and document management for all parties. Enabling exchange of relevant information in a secured environment, accessible to all involved at a time that suits them. Many of these platforms provide companies with digital project management tools, enabling companies to manage to deal’s activity within a dashboard setting. Most importantly Westbound would benefit from a post-acquisition performance management system, enabling the company to monitor success by visually seeing performance vs business plan execution. Providing relevant stakeholders with performance metrics that provide succinct overviews of the transaction performance.  This data is useful for the customer, yet also important for the company’s feedback process to be able to build on and improve on for future projects (MergerWare.com, 2022).
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