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1. [bookmark: _Toc519806733]Introduction
Marks and spencer originally started as “Penny Bazaar “in Leeds in 1884 and in 1894 the founder of Penny Bazaar Michael Marks went into partnership with Thomas Spencer (Marks and Spencer, 2018). Their first store was opened in a covered arcade in Leeds in 1904. Throughout the growth of Marks and Spencer’s they focused on being innovative with new systems like creating a new sizing system for stockings in 1954 and introduced a paperwork system which reduced paper work by “25 million items per year” (Marks and Spencer, 2009). By 2001 M&S started expanding further by introducing new foreign foods such as Chinese food and opened stores in France and Belgium and launched their website which offered online shopping to their customers. M&S has been described as a “UK based clothing and luxury food retail company” with over 76,000 employees. More than 50 percent of M&S revenue is Luxury food and the remaining 40 to 50 percent is clothing and homeware. The focus of the company was to produce quality products which had value for money which is why the food sold by the company is classed as luxury foods.

1.1. [bookmark: _Toc519806734]Past issues and how they plan to solve them
1.1.1. [bookmark: _Toc519806735]Better value clothes
In 2016 the new head of M&S decided that the business was not running effectively, and changes needed to be made. The first issue he announced to fix was the focus on fashion with their clothing. The clothes looked like they were designed for catwalks but not for actual people. Rowe announced that clothes will be more wearable and for the customers happiness (Catherine, 2016).
1.1.2. [bookmark: _Toc519806736]More value 
Rowe said that because they had too many promotions and clearance sales the value of products in the eyes of the customers was dropping. To fix this he decided to remove promotions, fix pricings to help customers and have less but better clearance sales.
1.1.3. [bookmark: _Toc519806737]Better customer service and shopping experience
The business has had lot so problems with customer service and product availability. Rowe said that he will fix this by hiring more staff and lowering the number of brands they have to make it easier to stock and easier for customers and employees to find products.
Some of the biggest problems that M&S are facing are staying relevant and their dependency on the UK.M&S is a luxury food and clothing store and at one point was unique but other businesses such as Waitrose has entered the same area and is taking customers. The store needs to stand out more and stay ahead of Waitrose and other businesses if they want to stay successful. Dependencies on the UK can cause the business lots of problems because of Brexit this might cause prices to increase when exporting and importing which may mean that the prices of M&S products might increase further making them not worth the price. Other laws such as sugar tax are causing an increase in sugary treats like fizzy drinks and sweets which could cause customers to be unhappy.

2. [bookmark: _Toc519806738]Main Findings
2.1. [bookmark: _Toc519806739]Swot
2.1.1. [bookmark: _Toc519806740]S-Strength
M&S main source of revenue is from food but to stand out from competitors such as Tesco and Asda M&S focuses on Luxury foods. Luxury foods are more expensive but guarantee quality to the customers. This shows that M&S main target is people with excess money to spend.
The business has 1035 stores in the U.K and 428 Stores across the world, this gives the business an advantage over competitors that are only based in the U.K as it lets the company make a profit in countries which may not have as many competitors (Vittana, 2018). This means that the company can make itself a common house hold name easily with little competition and make up for stores which may be performing badly. The brand is also improved by having stores in different countries because it means more people know about the business and can use it.
In 2014 M&S decided to focus more on their customer service rather than just their product quality. This was also done online by improving the M&S online shopping experience for customers. By focusing on the customers more than just the product quality it means that M&S is making the brand look friendlier and welcoming to customers which can make them spread the word of their experience in the store. The better the customer service means that more customers might start shopping in M&S more often (Vizard.S, 2014). By 2015 the business managed to improve the growth of the business. The customers service improvements included listening to the opinions of the customers more and making stores more innovative and make the shopping experience of customers good.
2.1.2. [bookmark: _Toc519806741]W-Weakness
In the UK M&S is successful but only in the luxury foods area as it was reported on the official M&S website that more than 60% of their profits came from luxury but only 40% of the profits came from clothing. Their clothing is not performing as well as cheaper affordable clothing stores such as Next, this might be because Next only sales clothes and home wear but M&S sells Luxury food as well. Another big weakness linked with the clothing section of M&S is that the clothes solid compared to competitors might be high quality but because of the low amount of the products available many customers who want a product cannot purchase it because it is out of stock (Wood, 2016). This might be done because the business is not confident that it will be able to sell expensive high-quality clothes to their UK customers because its more commonly seen as a quality version of Tesco.
It is suggested that because M&S is so successful in the UK they are becoming too dependent on the UK. This means that stores in other countries may lose quality and customer service because the business has stores that it knows will make them enough money in the UK.
2.1.3. [bookmark: _Toc519806742]O-Opportunities
M&S main strength is in their Luxury food, this section of their business has been the most profitable area of their business for years. It was announced by Steve Rowe (Wood, 2016) that they would focus more on their food products and increase the types of food products like having more foreign foods available in the UK.
M&S also has the advantage of being a large and successful business that is in lots of different countries with many stores. This is growing more and more every year and in 2016 M&S announced that they would focus on improving their stores in China and India (Adam, 2017). One big issue that M&S are too dependent on the UK stores but if they make their stores in China and India better this will improve profits a lot because the population and possible customers in both countries a lot higher than the UK.
2.1.4. [bookmark: _Toc519806743]T-Threats
As a business that is successful in its area it has the same threats as other successful businesses, this threat is growing businesses and other large competitors in their area. Successful businesses need to keep improving and growing faster than competitors to keep ahead of competitors. If the business makes a mistake it can lead to many issues like the loss of loyalty of customers which would cause customers to go shop at competitors’ stores.

2.2. [bookmark: _Toc519806744]Pestle
2.2.1. [bookmark: _Toc519806745]Social Factors
M&S like other businesses had issues with the way they pay their staff. Even though M&S pay most floor workers above the living wage they do it using their own payment scheme which may not cover cleaners. The new head Steve Rowe said that all M&S stores will be following the new payment scheme which will cover the cleaners as well and will benefit the workers as well as the business. The company is also trying its best to improve its image by putting money back into the community “by supporting community projects in 10 cities, including Rochdale, Glasgow, Liverpool and Middlesbrough” they also aim to give charity for mental health and other charities (Butler, 2018).
2.2.2. [bookmark: _Toc519806746]Technological Factors
Technology has a huge impact on how fast and well a business can grow and how well it can perform. Steve Rowe said that the business will have a new deal with a large Indian technology business to make them the main technology partner. This means that the business will save money on technology and have more jobs available for the community because they announced that some workers will be transferred to TATA (Armstrong, 2018).
2.2.3. [bookmark: _Toc519806747]Environmental Factors
Because of the way businesses and countries are changing governments and people expect companies to become greener. If they don’t become greener then the government can fine the companies and customers can cause issues through boycotts or protests. Business like M&S have changed the way they work to become greener, M&S has a plan they call plan A which is to become “carbon neutral, neutral, zero-waste-to-landfill, ethical-trading, sustainable-sourcing, health-promoting business” (UK Essays, 2015).

2.3. [bookmark: _Toc519806748]Stakeholder analysis
	Stakeholders
	Interest

	
Power
	
	LOW
	HIGH

	
	LOW
	
	Employees
Suppliers
Local Communities

	
	HIGH
	Government
	Partners
Investors 
Customers


Employees: Employees need to be kept happy to keep the performance in the business high. Employees are interested in the business doing well because the business pays them. The employee can make an impact in the business but unless they do stuff that may threaten their job they can’t make major changes.
Suppliers: Suppliers want the business to do well and order more from them. They don’t have much power because the business could go to other suppliers.
Local communities: This is very important for M&S because they are planning to invest more into community projects this is also why the local communities have interest in the business.
Partners: Partners are important because the business had made a huge deal with new partners which means the new partners have more power because they are new and want both businesses want to be a success. This means the new partners need to be kept happy, so they continue their partnership.
Investors: This stakeholder has a lot of power over M&S this is because a lot of the businesses revenue possibly comes from investors. With this money the business can continue to grow. The investors are interested in the business, so they can make a profit.
Customers: Just like any other retail business the customers are very powerful stakeholders. This is because the major revenue is from them. The customers are interested in the products sold by the business. The business needs to keep the customers happy to get more money.
Government: The government has no interest in the business success as all they need is for jobs to be available. The government makes the rules that the businesses must follow and tax them for things like not being green and normal business taxes.









3. [bookmark: _Toc519806749]Conclusion
To conclude Marks and Spencer’s have lots of issues which it is facing but currently the new head of M&S is looking to fix the problems. The main problems are their customers service which is more to do with customer experience with products. The products such as luxury foods are doing well as they are the main way the business makes money successfully. The main issue is that the clothing is expensive and doesn’t seem like its value for money. Rowe will fix this by making clothing focus more on the happiness of customers rather than just looks. Another big problem is that M&S is too dependent on the UK, but this is being fixed by funding more into the stores in China and India. M&S has also got a new technology partner which ca improve the business and save money, but they need to make sure they keep the partner happy and make sure they performed well too.
4. [bookmark: _Toc519806750]Recommendations
One big recommendation is to lower the number of different brands but have more foreign goods in the UK stores this would improve the businesses image to the public and make them look more unique than competitors.
M&S can possibly focus more on food than clothes because it looks like clothes is not making as much money for them as food is.
The business should look at more charities and projects every year to keep their image improving.
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