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Introduction
The purpose of this task is to identify a small or medium sized business which a brief overview will concluded for as well as an appraisal of the organisations current strategic direction followed by a PESTLE analysis which will explain the political, economic, social, technological, legal, and environmental factors related to the business. Next, the porters five forces environmental scanning tool will also be conducted to critically analyse the organisations external environment to identify the bigger picture such as the threats and opportunities. Thereafter, a SWOT analysis and VRIO analysis will be used to provide the critical analysis of the internal environment of the business which in this instance Hate My Phone Ltd is the company that has been chosen to use all the relevant scanning tools and theories for. Hate My Phone Ltd is a small business that has a team of ten employees followed by a manager team leader and the owner of the business. This business is within the telecommunications industry which deals with many customers daily which sells and repairs tablets, mobile phones, mp3/mp4 players and laptops. This is an office-based business where the business operates from based in Birmingham within the UK and operates face to face with customers daily as well as being an E-commerce online. Furthermore, to this report a critical stakeholder’s analysis will be conducted which will also evaluate the diverse types of stakeholders that there are within the business of Hate My Phone Ltd and a detailed description of their relevant powers. Lastly, a discussion of the strategic growth choices will be explained as well as a proposal of a new strategy which can help to implement the business for long term to keep the business a sustaining business considering further recommendations for the business for future development and upcoming challenges followed by an inclusive conclusion to summarize this report. 
[bookmark: _Hlk109917914]The strategic direction at Hate My Phone Ltd
At Hate My Phone Ltd the direction that the business has headed towards is a sustaining business. This is said because to keep a business sustained the business should have a sharp vision and the vision should be towards sustainability is the first thing to maintain for the business. secondly, the business should create value because two businesses within the same industry who use the same technology may or may not create the same value. Thirdly, the business should focus on bringing the change towards the domain to stay in control of the business knowing when to purchase more essentials for instance and topping up on stock so stock control using a domain online for instance all in control through a website for instance can keep track of these important errands all in one place. Lastly, educating employees and staying aware of the business processes keeps every individual on track and focused which is also used to keep small, medium, or enormous sized businesses sustained according to (Bhasin, 2020).
Sustaining business are particularly important because this is known to be the new requirement of the modern-day era because falling behind the line nowadays means losses will be accumulated so, saving the mother earth is the main responsibility and the business approach can impact the environment a lot. The benefits of a sustainable business is that business actions can drive a huge change or changes as an individual as it can feel overwhelming to even begin to think about where to start so where the individual can start to benefit from a sustaining business is to add brand value and being a purpose driven business where the business would have the ability to gain and be the competitive advantage and this can also reduce the business costs because business costs can be generated by the sustainable business practises for example if there was practises in place for instance to save electricity and water within your business these business expenses can be saved and be used towards other business costs instead so this is key towards a sustaining business to adapt and sustain these business practises to succeed a sustaining business according to (Bagnall, 2022).
[bookmark: _Hlk109922251]PESTLE analysis 
Political factors: - when it comes to the political aspects affecting the telecommunications industries for business like Hate My Phone Ltd there are huge debates with the government, service providers and the people themselves. The regulation issues come up quite frequently and so the government has an idea of how the telecoms business should be handled but on the other hand the people have another and this is because within this modern day era the Wi-Fi/Internet are adapted to be the essentials of every individuals daily lives now which help everybody to gain and apply for jobs instance nowadays you cannot visit a job centre for instance to apply for jobs directly from word of mouth or paper based forms you are now told to go to the website online and manually find the job that’s suits the curriculum vitae that you have and what interests you. The customers wish that the government has acknowledged that the internet is now a basic human right which is required around the world for education purposes and career progression or start of a new career for people so people need the telecommunications there to supply such gadgets which would give them this ability to use the gadget for such purposes so the affect the political factors have on the telecoms business is quite important and serious for the businesses as well as the consumers (customers) according to (PESTLE Analysis Telecommunication Industry United Kingdom (UK) - TMQ Research, 2022).
Economic factors: - as for the economic factors the affects that the economy has relate to the interest rates increasing from time to time as well as inflation and tax rises which all have an affect on the economy. These affect the price plans of consumers when for example a customer has taken out a phone contract, they have to legally bind to a contract to accept the terms and conditions of the retailer such as Hate My Phone Ltd for instance and in the contract it would be stated that at some point during the contract at least once a year there would be a price increase which customer would have to agree on before the contract can be taken by the consumer. This negatively impacts the business as some customers may think that this has been set out by the retailers discretion but it is isn’t the case because the regulators of the retailer in the telecommunications industry is Ofcom and they are the ones who have set out the rules and regulations for consumers and the reason why the have reached such conclusion is due to the government within the UK who create tax increases, higher interest rates, increase of VAT and change other financial laws this has a huge impact on the telecommunications industry sometimes it affects the industry so bad that the market for mobile phones and tablets crashed for a period of 3 months or more according to (Walker, 2021).
Social factors: -
As for the social factors, these have a big part to play with an individuals life and this is said because nowadays there is no need to visit someone if you wanted to see a friend or family member for instance who is sat on the other side of the world, with a secure internet connection and a social media platform you are able to interact with any person using platforms like Facebook, WhatsApp, Instagram, Microsoft teams, facetime and Twitter where you can instantly socialise and send instant messages across to one another and have a conversation for as long as you like any time of the day about anything you wanted and most of the platforms also give you the option to socialise using live video streaming to see and communicate with one another to make it more realistic and a better experience for the consumers, these  video calling platforms have also created a better way for people to have the opportunity to take job interviews for instance without the need of travelling anywhere and is more convenient for the business as well as the individual. On the other hand, attitudes toward customer service and product quality the social aspect focuses on the forces within society such as family, friends, colleagues, neighbours, and the media are social factors and these factors can affect our attitudes, opinions, and interests according to (Social Factors Affecting Business, 2015).
Technological factors: - technology is aways changing daily there is something new that is always introduced and updated with technology. Technology has become a huge part of every person’s life now. The development of the telecommunication systems can have improvements on the velocity of the data transmission, thereby disseminating more information amongst people. The telecommunications and the information technology are a particularly crucial factor which can add various industrial sectors in both direct and indirect ways within the business environment according to (Maneejuk, 2020). Upon further research towards the technological aspects of the telecommunications businesses the telecom industry begins and ends with technology, but in a sense, they work together to create the most efficient forms of communication. With the transition from analog to digital communication and then the introduction of the cloud, technology has pushed and still pushes the telecommunications industry to be its best according to (How Has Technology Changed the Telecom Industry? | OneVoice Inc., 2020). The negative impacts that technology has on the society is the depletion of resources as well as fossil fuels and the use of rare elements being used for different purposes other than electrical items such as like gold, silver and platinum, tantalum and coltan which are also required now in modern technology such as mobile phones, tablets, laptops, mp3/mp4 players, keyboards, monitors and motherboards/PCD boards. These have often helped fuel wars as well in the mineral rich continents/countries so therefore, the burning of fuels potentially impacting Global Warming are realistic issues which have been created by a rapid increase of the use of technology around the world.
Legal factors: - the legal factors which have a significant impact on the Hate My Phone Ltd company relate to the legislation problems. The legal factors are also related towards the licensing of the companies where some companies have not been compliant and have been defrauding the system by using fake industry names with expired licenses to sell products acting on behalf of a non-existent company to sell illegal products like mobile phones from different countries such as Pakistan or Africa for instance there has to be tax and vat paid on the handsets before they are allowed to enter the UK and some people have been smuggling phones into the UK to avoid these rules and regulations which have been set out by the government which makes it an official law and every person must comply with these rules and regulation hence why licenses have been put in place which are checked every 6 months by the governing body of the telecommunications industry known to be Ofcom which every company must pay a different amount depending on the size and quantity of handsets and gadgets that are flowing throughout the business which is a fee for legitimate business like Hate My Phone Ltd where it causes an impact on the business because it is only that in 2022 that this law had come into place by Ofcom which has now added money on towards the businesses out goings where that money could have been saved and used for potential stock or bills of or even equipment and essentials. Other legal factors affecting the business are competition policy, quality service, interconnection, scarce resources management, universal access and service, tariffs regulation, and penalties and sanctions. The Telecommunications Act 2053 (1997) (“Act”) is the main law regulating the telecommunications sector according to (PUBLIC-PRIVATE-PARTNERSHIP LEGAL RESOURCE CENTER, 2020).
Environmental factors: - as for the environmental factors these are important for the environment because the environment plays a huge part towards the business and customers within the environment are the biggest stakeholders towards the business. The environmental factors have effects on climate change and global warming also which can affect how the telecommunication products reach the customers. In terms of the employment for the business the affects that can also be happening within the environment of a telecommunications business like Hate My Phone Ltd would be towards the technology advancing where employees would need to e trained from time to time again to adapt to the changes of technology. Other factors that have an impact on the telecommunications industry relate to interest rates and inflation as well as taxes which have a huge impact to the telecommunications industry because the expenses have an affect towards the business as well as the pricing plan that is also offered to customers which is why it has to be stated within the small print of the contract and when the purchase is made at the point of sale which the customer would have to understand and sign for if wanting to proceed with the purchase. This also makes it expensive to build towers to provide signals to all customers and resources within the rural areas. Customers who do not live in big cities are mostly affected as there are more demand for houses to be built which causes a huge issue for transmitting signals to the customers so the need for the telecommunications resources would need to increase according to (Frue, 2016)
porter’s five forces
1. The competitive rivalry: - the competitive rivalry amongst the competitors and the profit margins of the business are determined by the degree of rivalry between the businesses themselves so a highly competitive organisation can aggressively compete for the market stake and such aggressive competition may lead to price wars in between rivalry which will benefit the customers and the profit made by the company.

2. Supplier power: - when it comes to supplier power this all depends on how it easy the competitors find it to increase and decrease the prices to make it more cost efficient to them in order to stay competitive with Hate My Phone Ltd so, suppliers play a huge part for the business the cheaper the suppliers the better it is for the business cash flow.

3. Buyer power: - the buyer power is classed as a threat of new entrants and new entrants within an industry bring new capacity and the desire to gain market share as well as bargaining power of suppliers and bargaining power of buyers. The buyer power also relates to the threat of substitute products and rivalry amongst existing competitors.


4. Threat of substitution: - this is mainly a concern for companies who substitute the products or services or do both which may displace their own so, the threat of substitution is greater when the rivalry outside the industry is offering more attractive and lower cost products to then give buyers the opportunity to perform /price trade-off.

5. Threat of new entry: - The threat of rivalry is quite high in the mobile phone industry because there are numerous firms making and selling mobile phones in this market and the level of industry growth is declining. However, the number of mobile phone manufacturers is increasing. The market share of local makers increased from 5% in 1999 to almost 40% in 2003. Furthermore, local vendors in China have taken away half of the Chinese market from foreign vendors. On the other hand, when an industry matures, its growth rate will fall, and this leads to intense competition and lower profits according to (Sustained Competitive Advantage: Mobile Phone Industry, 2017).
SWOT analysis of Hate My Phone Ltd
Strengths: -
A healthy balance sheet with strong financials.
A powerful base within the UK with a substantial number of customers.
The business has a wide range of products and services.
The employees deliver excellent customer service.
Effective communication.
Great problem solving and decision-making techniques.
Weaknesses: -
Upgrading to modern technology quickly.
Being more innovative with the products.
Maintain the advertisement of new products effectively.
Use more social media platforms so that people can recognise the business to what it specialises in.
Opportunities: -
Employees can have the opportunity to repair devices and learn which can almost triple their wages if they have adapted to the repair processes efficiently.
Leadership roles will be available for employees who are looking for a career progression with the correct attitudes and experience.
Management roles will also be available to maintain and be able to resolve problems and maintain and point the business towards the right direction which of course is progression.
The business can be expanded which would lead to recruiting of new employees to join the team and work as part of team.
Pay increases and bonuses will be introduced to keep employees satisfied and wanted.
Threats: -
Threat of a new entry.
Stay competitive with new and old rivalries.
Data cleansing devices is key so that customers recycled devices does not leak their personal data to a new customer of the device.
retaining stolen devices when they have been recycled should be shredded and on an odd mistake by an employee if it is sold onwards to another customer the telecommunications ombudsman and regulator Ofcom have the options available to sue the company.
VRIO analysis 
The Hate My Phone Ltd business is valuable and always persistent in what they do and achieve, and this is said because the value that the business has is not only the unique employees that it has but also the suppliers who supply the business and the assets that the business has overall. The Hate My Phone Ltd business has three most powerful ways in that they remain competitive with digital transformations which relate to utilizing the analytics and renewing the core processes as well as forming alliances and developing multiservice. It is a well-known fact that forming alliances with other industries and developing multiservice is important for business within the telecommunications industry as it provides a lot more value to customers whilst adding additional value to the revenue streams that currently keep the telecoms competitive. To stay competitive, in the future the telecom companies will need top talent to drive the changes needed which are related and based on analytics and data according to (Sutherland, 2019). when it comes to reputation of the telecoms industry the customer satisfaction benchmarks for sectors within the telecommunications industry are among the lowest rated, with internet service providers and subscription television services scoring 62’s in the 2018 American Customer Satisfaction Index report. Overcoming the industry’s bad reputation is critical for marketing strategies to succeed according to (Ploe, 2020). In the United Kingdom 95% of people have ownership of a mobile phone, in which 77% of the figure own a smartphone and 100% of the consumers who own the devices are aged in between 18-29 so the broad majority of the consumers and companies using the telecommunications products on a every day basis causes the marketing strategies which capitalise on this which is a matter of survival.
Stakeholder analysis for Hate My Phone Ltd
The stakeholders that have a part to play within the Hate My phone Ltd are customers most importantly as well as managers, team leaders, technicians, customer service advisors, business administration secretary, the community, the cleaners, sales assistants and the owner of the business. All the different types of stakeholders have a different part to play within the business and all have an equal responsibility of helping make the business grow bigger. The manager of the business is most certainly responsible for the functionality of the business and all aspects of every department within the business from the sales office to the technicians to the admin and managers office and controls the accountancy and marketing of the business as well. It is the managers responsibility to also maintain the customer service from the customer service employees and manage the quality of products that come through the door as well as making sure that every individual is working as part of a team preventing a disbanding team. The managers main aim is to also directly lead his/her team which is a group of supervisors and team leaders who oversee the teams of employees. The key responsibilities of a customer service agent are answer the questions about the business products and services. It is also the customer service agents’ job to process orders, process transactions, resolving-problems with effective problem solving and decision-making skills, to be able to deliver information to what the business offers, providing proactive customer outreach, handling customer complaints and collecting and analysing customer feedback. As for the community stakeholders they are the ones with a vested interest for the health well-being and success of their community and therefore they are very important stakeholders and makes them unite and be dedicated making the community a better place. The importance of cleaners within the business is that they have the duty to maintain health and safety and keep the working environment a clean place so that there are not any hygiene factors which affect the working environment of Hate My Phone Ltd in a negative way and this keep employees and all other members of staff attracted to the business because nobody would want to be working in an environment that is a risk to health and is also a legal requirement by law to be very well maintained. The primary stakeholders are known as the key stakeholders and they have the highest level of interest within the business and the business project because they are directly affected by the outcome and they also actively contribute towards the project therefore, these types of stakeholders are very important within a business such as telecommunications industry. The business administration secretary is also a very important stakeholder of the business as they maintain all of the paperwork of the business and document all reports which include daily, weekly and monthly sales as well as expenses and invoices from suppliers and the business administration secretary also manages the stock control of the business as well making sure the inventory is up to date.
A sustainable strategy for the long-term future
Sustainable strategies that should be good for the modern-day telecom companies to reduce costs and have a positive impact on the business operation relate to having a strategic green design technology for 5G mobile telecommunications infrastructure which would then give the telecoms business the idea and ability to adopt to the new innovative technology systems and this is one of the strategic ways to keep the telecoms business up to date with new technology but it will also keep the business a sustaining business as well. Another sustainable strategy would be to analyse the renewable sources such as solar for instance where energy can be saved  by using solar panels for instance which collects and stores energy from the sun which can be really effective towards the business energy bills and a lot of money can be saved and the same money can then be used around other parts of the business where it is needed more and this can keep the business a sustaining business without the need of worrying to much about using so much energy in the business because a telecoms business uses a lot of energy constantly for machines, soldering stations, chargers, heaters, heat guns and lighting so it is a very good idea to keep such business sustaining and this is where recommendations of designing energy efficient components of data centres and implementing power saving modes in base stations is also a sustaining strategy which can be used within the telecommunications industry according to (10 Paths to Achieving Sustainability in Telecom and Wireless, 2022).
Strategic recommendations for the organisation
· The business should understand customer expectations and the first step towards this is to improve on customer experience and providing the customers the best experience possible.
· Leverage the power of big data and analytics as customers nowadays prefer to engage with service providers more often to gain more out of the service and the money that they spend so, more value for customers money should be investigated depth by the business.
· Ditching the script that customer service agents use when making calls or receiving calls from their customers should not be a good idea within telecoms as it can take up time and be time consuming for agents to remember such scripts and if an agent is able to communicate in a professional manner that they feel comfortable with than this would be more preferable as it is less time consuming and is still both beneficial for the customer service advisor and the business.
Conclusion
A summary of the analysis done on Hate My phone Ltd shows how the business is operating and how it is a sustaining business within the telecommunications industry and shows how the business is maintained and operates from every aspect of the business. Stakeholders have also been identified and an explanation of the key roles of each individual stakeholders and the part that they play within the business which helps the business to grow, succeed, be well maintained, expand, and fully operate executing daily tasks. Hate My Phone Ltd has quite a few competitors which are within the same reach of competition with the business and the way that Hate My Phone Ltd is operating is that they have a unique strategy and asset to the business which makes it harder for competitors to take all the advantage and overtake them in the market because they also have suppliers who supply them all the accessories and gadgets at prices that the competitors cannot get even if they tried it would be a very tough task to find similar suppliers to keep the competitors on top or to even overtake. Hate My Phone also provide services that no other competitor has and can provide their customer such as the FRP removal none of the competitors have the ability and systems to provide these services which accumulate a huge profit of 45% alone for the business excluding sales of the gadgets and selling the accessories. A suitable strategy has also been given to help maintain and keep the business on top of the market with a few changes so that there are no issues which affect the business at a later stage and these minority of changes and further recommendations help to keep the business sustained for the long term which is also the reason why a PESTLE analysis was done along with a SWOT analysis to identify the affects that the economy has on the business as well as technology, the environment and the strengths, weaknesses, opportunities and threats to identify where the business stands and what doors are open to the business to create room for improvement and maintain what is already being done well internally and externally for the business.
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