



Executive Summary.
In this report the researcher has given an overview of Debenhams covering the companies development and portfolio. The researcher has produced a PESTLE and SWOT analysis followed by a Stakeholder analysis. The researcher has concluded this report by identifying the main problems facing Debenhams based on these analysis and also given some business options that the company may find useful to resolve these issues. This report has been supported by academic referencing. 
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1. Introduction.
In this report the researcher will speak about how Debenhams started and how over the years it became one of the biggest retail stores in the UK. This report will give an overview of the companies development and description of its current portfolio. This report will also describe the impact of the current struggles Debenhams has faced in recent years. This report will also show a SWOT and PESTLE Analysis of the company, identifying the companies strengths and weaknesses, and how the company can use these strengths and weaknesses to turn them into opportunities to help improve the company. This will be followed by a Stakeholders Analysis. To conclude this report the researcher will identify the main issues facing Debenhams and will include possible business options to help resolve the issues identified in this report.


2. Main Findings.

2.1 Debenhams is a UK based company first established in 1778 by William Clark, the store was then known as Drapers. In 1813 William Debenham invested in the firm, this then became Clark and Debenham. Debenhams has had many names over the years such as Debenham and Freebody in 1851, Debenhams Ltd in 1905 and Debenhams in 1977 which stays the same to this day. Over the years it has had many investors which has helped the company go from strength to strength and expand to other countries. Debenhams is a leading international multi-channel brand which has 241 stores across 22 countries, it is the largest department store in the UK. ‘Debenhams’ annual sales of more than £1.3 billion place it among the country’s top five retailers’, as stated by Reference for business (2018). In its first 100 years of growth the company built a strong reputation, a number of stores and its own clothing designs, as well as teaming with many designers. Debenhams sell a wide range of products such as clothing, perfume, aftershave, make-up, skin care, hair care, toys, furniture and electricals. As stated by Debenham (2018) ‘its current designers include Abigail Ahern, Ted Baker, Jeff Banks, Jasper Conran, FrostFrench, Patrick Grant, Henry Holland, Julien Macdonald, Savannah Miller, Jenny Packham, Preen, Richard Quin, Aliza Reger, John Rocha, and Matthew Williamson’. This is just a handful of the many designers who Debenhams is in partnership with. Reuters (2018) states that the stores also ‘offer customers a wide range of services including restaurants, cafes, personal shopping assistance, hairdressing, nail bar and beauty treatments’.

2.2 Debenhams is fighting to keep its’s 240 stores open. There are three big issues Debenhams must tackle as stated by Sullivan (2017) ‘little scope to cut costs, Product Revamps and Online Strategy’. Debenhams has stores that can be resized but it is not possible as the company is locked into long and inflexible store leases where the average lease is 20 years, these leases are very expensive and were key factors in the fall of other companies. Chapman (2018) states that ‘these leases are a huge burden on the company and these huge costs have hurt the stores ability to compete with threats from other competitors’. Revamping stores and the brand line up are good ways to make changes but this is costly and will cut into Debenhams already thin profit margins. The growth of online shopping is affecting Debenhams as people are only going into stores to look around then going home to look online to see if they can get it cheaper. If Debenhams does not want to be hit hard by the shift of online shopping it needs to meet the demands of its customers. Even though Debenhams Online sales have increased, high costs and prices mean it may not be beneficial to profit margins in the long term. BBC News (2018) claims that ‘Debenhams is facing a ‘cash crunch’ as credit insurers have tightened their terms for Debenhams suppliers, but the company says its relationship with credit insurers was ‘constructive’ and all were continuing to provide their suppliers cover’. Butler and Monaghan (2018) state ‘Debenhams is set to cut jobs and may see the closure of more stores after poor trading over the festive season which led to major profit warnings. Shares in the company have dropped to lowest level even after massive discounts. The company also faces huge competition from other retail chains who’s shares and profits are considerably better’. The company is looking into its options such as store closures, job losses and company voluntary arrangement (CVA). This allows the company to continue trading while it makes arrangements to pay of their debts. Cooke and Benwell (2018) state ‘the harsh reality is that Debenhams is operating at the most challenging part of retail at the moment, with customers shopping online or spending their money on other things. And their belts are being tightened on costs such as increasing rent and business rates and rising wages and utility bills. Basically the stores are to expensive to run’. Its not sure how Brexit will affect Debenhams as yet but a view point is that EU staff may leave if they feel that their jobs and living are at risk.

3. PESTLE and SWOT Analysis.

3.1 Social – The constant change in fashion can impact Debenhams greatly, especially when regarding the younger generation. Debenhams is more known for its fashion for its older customers and has a more sophisticated look. But also their prices are on the expensive side. With growing competition from other retail stores such as Primark, where they cater for all ages, are more on trend and their prices are extremely low, Debenhams needs to meet customer demands by lowering prices and producing more ranges that would appeal to younger customers. Another factor is that families are growing and peoples spending habits are changing to accommodate their growing families. People want to buy more but spend less. Fedorenko (2018) states ‘consumers are changing their shopping habits, and savvy retailers need to adapt to meet their demands’.
 
3.2 Technological – With technology advancing rapidly Debenhams must keep up with customer demand to make shopping for their products and using their services online easy and convenient. Such as their Debenhams card app where customers can download the app on to their smartphones to check their balances and transactions at their convenience as well as pay off balances or just check statements. Mobile Marketing (2017) states ‘Debenhams has launched a ‘app like’ mobile site’ this is beneficial to Debenhams as it keeps up with customers demand as customers can not always get to stores and prefer to browse online on their mobiles in their spare time, on breaks, commuting or while waiting to pass the time by. It is more convenient for customers and is preferred by all ages. It also gives Debenhams an advantage over competition such as Primark who do not have online access for their customers. NIBusiness (2018) states ‘online retailing can have advantages such as easy access to market, reduced over heads, potential for rapid growth, widen your market and customer intelligence. But can also have disadvantages like website costs, infrastructure costs, security and costs, legal issues, advertising costs and customer trust’. So even though Debenhams as this advantage over Primark at present in the long run it may not be beneficial to the company with all the costs that can arise while they are experiencing financial difficulty.

3.3 Legal - Employment laws can increase costs for Debenhams such as sick and holiday pay and minimum wage. With the minimum wage and wage rates increasing yearly Schuttle (2017) stated ‘The latest high profile company to feel the wrath of the government is Debenhams, which was included in the largest list of minimum wage offenders to date’. With the government naming and shaming Debenhams for under paying its employees, which Debenhams have blamed the error on administrative errors, Burt (2017) states ‘Debenhams is committed to the minimum wage and once the error was identified by HMRC, Debenhams reimbursed all those affected and taking steps to ensure it does not happen again’ Out-law (2005) states ‘Debenhams will become the first retailer to be sued under the Disability Discrimination Act for failing to improve physical access to goods and services’. This is due to wheel chair using customers not being able to access certain sections of stores and insisting Debenhams are refusing to make these improvements.

3.4 Strengths –

1. Has many store in the UK and other countries.
2. Strong multi brand.
3. Excellent customer services.
4. Wide range of products.
Weaknesses –
1. Online shopping is affecting store sales.
2. Prices are higher compared to competitors.
3. Clothing is not appealing to younger customers.
4. Keeping up with trends.
              Opportunities -
1. To improve their ranges to increase the number of younger customers.
2. Improve their stores and facilities to encourage customers to visit stores.
3. Review their prices to keep up with customers demand for lower prices.
               Threats –
1. Competition from other retail stores. 
2. Customers are not spending as much as they use to.
3. Increasing costs could see closures of stores.
              
 Stakeholders.
 Customers – Customers buy the products or use the services supplied by Debenhams.      Debenhams (2018) states ‘customers are at the heart of their decision making’. Customers need to be kept satisfied to ensure Debenhams success as they have high power and low interest. Without the customers buying their products or services Debenhams will surely fail. So its crucial to keep customers interested and happy.
Suppliers – These are the sources needed to produce goods and services. Its crucial to have good relationships with suppliers to get quality supplies at reasonable prices. Debenhams suppliers are key to give their customers excellent products. Suppliers are key players as they have high interest and high power. Without the suppliers the company will have no products or services to sell. They have high power and high interest with Debenhams so its in their best interests to maintain a healthy relationship.
Employees – Employees are key players they are at the heart of the company without its employees there is no business. Employees help the company run smoothly and grow, may they be managers, store staff or warehouse staff each and every one of them is important to the success of the business. In response to employees dedication to the business Debenhams rewards employees by giving them opportunities to progress in the business and continue to work for the business and provide excellent customer service.
4. Conclusion.
To conclude this report the researcher has identified that the main problems that are faced by Debenhams based on the researchers analysis are firstly the constant change in fashion. Debenhams needs to adapt to these changes in order to keep its customers. Customers want to stay up to date with the latest fashions etc, but they also want to keep shopping in places they have always shopped and feel confident that these places are supplying them with exactly what they are looking for. Debenhams needs to keep up with modern technology and customers demand for online services and easy access to them. The company also needs to make sure customers can shop online confidently and anytime but also feel that they can go into store and have an excellent shopping experience where the customer has complete satisfaction that they have had excellent customer service and been able to access the products they have been looking for. Another issue for the company is its high prices, the company needs to assess its pricing so that it can match other rival stores. Competition from other stores is a major problem as customers are not spending as much but still want quality goods, so they are going to the cheapest priced stores. With sales dropping and the companies costs rising this could see many of Debenhams’ stores closing.
5.  Recommendations.
The researcher suggests some possible business options, firstly Debenhams should focus on its customers, the company should make sure that all its customers have customers satisfaction. The company should look back at customers reviews to see where staff have gone wrong when it comes to instore customer service and also online customer service and even delivery service. Customers like to feel they are being taken seriously and that their query will be dealt with efficiently. Customers want staff on hand who are able to help them with any questions they have, they want to see fully stocked shelves and counters and short queues at the checkouts. This also applies to the online department as customers want to know that the items they want are always in stock and that they have great customers service online, this could be by making sure that all customer emails are replied to promptly. Customers what kind and helpful staff, the staff are the main part of the store without them there would be no store but staff who are not helpful and have poor customer service skills can let the store down greatly. This could be a factor of why customers are shopping less instore, so they company should ensure that all staff take part in a customers service training course. Updated product portfolio place to start making some changes, Sullivan (2017) suggests that ‘a refreshing brand line-up is an obvious place to start making changes, a tighter and more contemporary range is needed’. These changes as well as making changes to its prices should help Debenhams stay in competition with their competitors. Also Debenhams should make sure their online services stay updated especially as this is the most popular from of shopping.
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