



Terms of Reference
UWTSD requested a report to identify the issues faced by Marks and Spencer on 18th June 2018 to be submitted on 20th July 2018. The report was compiled by Mokbul Ali.
Procedure
The report was compiled using text books, journals, articles and websites the writer has researched.
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1. [bookmark: _Toc519829687][bookmark: _Toc519830258]Introduction
Marks and Spencer are a multinational retailer based in Westminster, London. It currently has 1,025 stores in the UK and 1,433 stores worldwide. In 1884 Michael Marks and Thomas Spencer started a business that specialised in selling clothing, home and luxury food products. In 1998 Marks and Spencer became the first British retailer to make pre-tax profit of over 1 billion (The Telegraph, 2008). It is listed on the London Stock Exchange. The business aimed to be different and stand out form the competitors and to do this the business displayed all their products to the public. At the time it was common practice to keep all products behind the counter until a customer requested it but M&S believed in their quality and decided to flaunt it to the public instead of hiding it (Marks and Spencer, 2010).The business has also made other business innovations such as in  1954 M&S decided to conduct research on women’s leg sizes for stockings this research allowed the business to produce a new unique and more women friendly stocking size system (Marks and Spencer, 2018).
1.1. [bookmark: _Toc519829688][bookmark: _Toc519830259]Problems faced and solved by Marks and spencer’s
In 2016 Marks and Spencer had a change in CEO, the newly appointed CEO Steve Rowe was quick to point out the flaws in the business and had announced the methods in which he will fix them.
1.1.1. [bookmark: _Toc519829689][bookmark: _Toc519830260]Clothing for looks not comfort
The issue with M&S is that even though the sell Clothes it isn’t making nearly as much profit as luxury foods this is partially to do with the fact that competitors offer beater value for money. The clothes sold by the business focuses more on the looks rather than practicality. Rowe announced that the clothing lines will be adjusted and be more aimed towards the satisfaction of their customers which will possibly improve their clothing lines sales performance.
1.1.2. [bookmark: _Toc519829690][bookmark: _Toc519830261]Click and collect food
Rowe suggested that the business needs a more aggressive strategy to take the lead in food sales in the high street. To do this he planned to shut down many M&S stores and instead replace them with just luxury food stores with the availability of click and collect this could become a serious threat to competitors such as Tesco.
1.1.3. [bookmark: _Toc519829691][bookmark: _Toc519830262]Availability of products
Another issue faces by the business is the fact that they have too many varieties of products. This sounds good as customers like choice, but it provides too much choice. Rowe suggested that by lowering the variety of products and getting products of the M&S quality instead would provide customers an easier and more comfortable shopping experience. Employees will be able to find product easier making their job simpler and faster. Rowe also suggested to up customer service performance further by increasing the amount of man power in each store to guarantee the satisfaction of customers.






















2. [bookmark: _Toc519829692][bookmark: _Toc519830263]Main finding
2.1. [bookmark: _Toc519829693][bookmark: _Toc519830264]SWOT analysis of Marks and Spencer
2.1.1. [bookmark: _Toc519829694][bookmark: _Toc519830265]Strengths of Marks and Spencer
Well established brand
Marks and Spencer are very well known for the quality of their products as they aim to sell luxury products. The store is classed as a premium supermarket which separates it from the budget supermarkets such as Tesco which doesn’t aim for quality rather they focus on quantity. 
Worldwide stores
Marks and spencer has expanded outside of the UK with a total of 1433 stores worldwide as of March 2018. In the UK they have a total of 1025 which prioritise the sale of luxury food which makes up more than 60% of the sales (Marks and Spencer, 2018).The business has a well-established brand of products including food and clothing which is sold in the over 343 stores, outlets and the official M&S website. By having such a large variety of available channels to sell their product it allows the business to target customers on a widescale.
2.1.2. [bookmark: _Toc519829695][bookmark: _Toc519830266]Weaknesses of Marks and Spencer
Christmas sales drop
During 2017 Marks and Spencer’s had one of their worst periods of the year, both the sales of food and clothing fell due to the two factors. The first factor was that during the Christmas period the offers M&S had was not enticing enough for consumers to spend money on as they would rather buy in quantity from the cheaper competitors (Armstrong, 2018).The second factor was the poor sales leading in from October as Rowe suggested that if Octobers sales figures were better, then the Christmas figures would have been as well.
Not trendy
Another Major issue the business is facing is the fact that many younger consumers do not see the M&S line of clothes as trendy or in fashion. Its suggested that the main consumers of M&S goods are older consumers who prefer the style (Business Teacher, 2018).This creates an image of a business that is not for teenagers which is not the case. Even though M&S do not just focus on older consumers this image the public gets is enough to turn away younger customers.
2.1.3. [bookmark: _Toc519829696][bookmark: _Toc519830267]Opportunities for Marks and Spencer
International expansion
Marks and spencer is known for its dependency o their UK stores as it is one of their most successful. The brand of the business is strong and well know which gives them the opportunity to become a major threat on markets in other countries such as China and India. This is a risk, but the possible number of customers is very large.
Online Shopping
Marks and spencers hasn’t got the most memorable website nor the easiest to use. Even with a poor website the business has been doing well. This gives the business an opportunity to improve their online shopping which was an idea mentioned by the new CEO Rowe (zoe, 2016). By doing this M&S can increase profits with less costs as not money people are required to run the website.
2.1.4. [bookmark: _Toc519829697][bookmark: _Toc519830268]Threats to Marks and Spencer
Competition
There many well established competitors that M&S needs to keep ahead of weather it is through better deals or just through superior quality. These competitors are both in the UK where the business is most comfortable and successful and outside the UK. Due to the threat of sales drop and failure in some countries due to more experienced competitors the business has pulled out of countries such as China and France leading to many stores being closed (Connor, 2017).
2.2. [bookmark: _Toc519829698][bookmark: _Toc519830269]PESTLE
2.2.1. [bookmark: _Toc519829699][bookmark: _Toc519830270]Political
Many political factors affect the way a business can run sometimes business may not follow the rules fully for example Marks and Spencer was accused of neglecting safety regulations when a door fell on an employee. M&S was the first company to cut salt and fat in Marks and Spencer food which is very important in the modern day as consumers are more concerned about what is going into their bodies. Marks and Spencer believe it is important to interact and work with the government and because of this the company has full support from the government for its rich historic values and trade practice. VAT has a significant impact on Marks and Spencer because an increase in VAT would require the company to raise prices to maintain current profit margin. This could be an issue as many of the businesses products are expensive (RUEBLING, 1973).
2.2.2. [bookmark: _Toc519829700][bookmark: _Toc519830271]Technology
Like many other businesses M&S has tried its utmost to adapt to the technology boom. Technology allows businesses to save costs and increase productive by reducing human error and provide customers a better online experience. M&S online shopping allows those that do not have a means of transport to order large Marks and Spencer stores in the UK are equipped with free Wi-Fi to let the customers explore other products and the customer assistants use iPads to provide shoppers with more information about assorted products. Other tactics involve interactive screens which are very easy to use and enable customers to browse through the products which are constantly updated and place orders. In January 2018 M&S formed a new partners ship with TATA technology company based in India which helped adapt M&S technology to the modern needs of customers (TATA Consultancy Services, 2018).
2.2.3. [bookmark: _Toc519829701][bookmark: _Toc519830272]Legal
M&S admitted that they had suppliers working excessive overtime and their own audits found other violations which were elevated risk issues. It was claimed that the business was hire workers through a third party and forcing them to work excess amounts of days ranging up to 7 days a, but the company denied these claims. Marks and Spencer were caught engaging in unethical practices such as tax evading (Chamberlain, 2010).
2.3. [bookmark: _Toc519829702][bookmark: _Toc519830273]STAKEHOLDER Analysis 
2.3.1. [bookmark: _Toc519829703][bookmark: _Toc519830274]Marks and Spencer’s stakeholders
The main stakeholders that have the current biggest impacts on M&S are their employees, customers, investors, Suppliers, Partners, Local communities and the government.
Power/Interest Matrix of Marks and Spencer Stakeholders
Stakeholders fall into 4 categories
minimal effort-where both interest and power are low
keep informed-where interest is high but power is low
key players-where both interest and power are high
keep satisfied-interest is low but power is high
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2.3.1.1. The employees
Marks and spencer has over 10,000 employees nationally and internationally. The Employees main interest in the business is to get paid therefore they need the business to be successful to be able to pay them consistently. 
2.3.1.2. The customers and consumers
For retail business the customers are the reason they exist and the reason it grows. The Business main intention is to sell its products to the customer therefore they must keep the customer happy through good customer service and good products. Customers are interested in the products on offer but not as much on if the business makes a profit or not.
2.3.1.3. The government
The government sets the rules and enforces them. Businesses that do not abide by the rules will get fined and lose benefits that they would normally get (Morgan, 2017). Governments main interest in M&S is the jobs that an it provides to the community.
2.3.1.4. The suppliers
Suppliers main interest is business, if M&S does well then, they will purchase more and require the suppliers more creating a healthy relationship.
2.3.1.5. Shareholders/investors 
Investors and shareholders are interested in making a profit from the businesses success, the money invested by the investors give the business opportunities to expand and succeed in areas where it would fail without funds.
2.3.1.6. Local communities
Local communities can cause major issue for business with bad images through protests. By keeping the community happy in ways such as investing in local projects and offering jobs to the public M&S is making a stronger and better image for themselves.
2.3.1.7. Partners
The partners of a business must be kept happy as they provide service in area that the business is not able to do effectively and efficiently alone. The partners are interested in the success of M&S for a long-lasting partnership and profit increase.


3. [bookmark: _Toc519829704][bookmark: _Toc519830275]CONCLUSION
Throughout the many years of business M&S has stayed relevant through its quality goods and its drive to adapt to the modern times. By providing better and better services and opening new channels of sales the business has been keeping ahead of its competitors through click and collect and great customer service. Issues such as dependency of the UK market and the dropping of clothes sales have hindered the company drastically. Through the guidance and plan of the CEO Steve Rowe the business is heading in the right direction by reducing the amount of clothes and the variety of products and focusing on luxury foods and quality brands. They have face other issues such as the treatment of their workers and suppliers but these issues over time have been solved but need to be avoided in the future.in the current competitive market even the smallest rumour can give the competitors and an advantage over M&S therefore they need to keep their brand image up.
4. [bookmark: _Toc519829705][bookmark: _Toc519830276]OPTIONS/RECOMMENDATIONS
Marks and Spencer’s main objective is growth and to make profit. They can do this by training staff to provide excellent customer service. They will have to work hard to ensure the company grows and makes profit. Marks and Spencer must provide quality value, service, innovation and trust, they will have to do this through staff training, innovative technology systems for better efficiency. Marks and Spencer must help customers and employees to live a healthier lifestyle by providing a healthier option of food that is low in calories and fats.
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