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[bookmark: _Toc143850642]Introduction
This report is written to create a sustainable business strategy for the UK's biggest online pharmacy, Pharmacy2U. Pharmacy2U works with the NHS and handles repeat prescriptions for the patients. With the help of the website and the app, patients can order their prescriptions and pharmacy2U delivers them at their home (Pharmacy2U, 2023). 
Whittington et al., (2019) defines strategy as the long-term direction of an organisation and Barney (2018) is saying that strategy is about having competitive advantage. To help create a sustainable strategy first this report evaluates the current strategic direction of Pharmacy2U by looking at the company’s strategic statement- vision, mission, values, goals, and objectives. According to Culp (2012) these are essential when deciding the long-term strategic direction of a company. In the process of strategic management, a company's activities and markets are analysed and managed. Resources can be used to implement policies, plans, projects, and programmes with the goal to improve organisation performance in the external environment. Each level of management must participate in the strategy implementation, they must understand and agree with the organization's objectives, and communicate the strategy to the teams (Johnson et al., 2017).
Then to identify the big picture an analysis of the organization’s internal and external environment is done with the help of the environmental scanning tools like SWOT and PESTEL. A discussion on some available strategic growth choices is done by analysing the stakeholders of Pharmacy2U and as a competitive strategy tool Porters’ generic strategy will give an idea on what actions can be taken and implemented by the company in the future to maintain a sustainable strategy management.
[bookmark: _Toc143850643]Main body
[bookmark: _Toc143850644]1.Company’s background  
Pharmacy2U was created in 1999 as an online pharmacy with the aim to improve the lives of people and their happiness by saving them time and money as they don’t need to go to a pharmacy for their medicine. The company works with NHS and offers services like repeat prescriptions, free deliveries of medicine, has pharmacists that offer health advice about different conditions like mental health, diabetes or heart problems and wellness and customers can even contact a doctor from their online account. Besides ordering their prescriptions online, people can shop for anything they want that can be found at their local pharmacy. People can also book their vaccinations and have blood pressure checks. Pharmacy2U can be accessed through their website or app and all social media channels plus they have their own news blog on the website full of latest articles about health (Pharmacy2U, 2023).
Pharmacy2U collaborates with partners like Royal Mail and MyGP to give out and deliver more than 1.4 million prescription products to over 700,000 people every month. It has more than 500 employees who work together to make a difference in people’s lives (Jackson, 2023). Moreover, their facility warehouse has only 6, 7 pharmacists working daily that oversee 500 thousand prescriptions every month (The Pharmaceutical Journal, 2019).
The company’s values are “putting the patient at the heart of everything they do” providing information, health evaluations, and treatment at affordable prices and in an accessible manner with the intention of providing patients with an easy alternative for the NHS (Linkedin, 2023).
The future that the organisation hopes to create is included in their vision (Whittington et al., 2019). Pharmacy2U’s vision is that to fulfil their objective of providing a valuable service, by paying close attention to consumer needs and adapt as necessary. And their goal is to get prescribed medication to patients who need it but are unable to access it.
In recognition of their sustained strong development through innovation, pharmacy2U has been listed in the Sunday Times Tech Track 100 as one of Britain's fastest growing tech firms (Ellwood, 2019).
[bookmark: _Toc143850645]2.Strategy and Strategic management
According to Pitkethly (2006) strategic management is a process that involves bringing together the organization's internal resource management with its relationships with the outside world, including its customers, suppliers, competitors, and the political and social context in which it operates. Strategic management therefore includes the environmental scanning process, strategy design, strategy execution and monitoring, assessment, and review of the implementation process to ensure the effective and efficient attainment of organisational long-term goals. A plan of action for managing a business and carrying out operations to improve performance in more simpler words. Among other things, strategic management is interested in how businesses interact with one another, whether through competition, collaboration, or peaceful coexistence in a competitive environment. However, the environment around a business can have a great outcome on the succes of the company, so it is important for businesses to understand the strategic implications of their environment. So having defined strategic management, the next step is to look at the strategic planning, the company’s internal and external environment by doing a PESTEL and a SWOT analysis and the stakeholder analysis. 

[bookmark: _Toc143850646]3.Pharmacy2U external and internal environment analysis
Furthermore, it can be seen below an analysis of the Pharmacy2U’s external and internal environment that are very important when deciding what strategies, the company needs to implement to face challenges and improve their operations. The Pestel analysis shows how the factors are influencing changes that can affect the progress and operation of the company in the industry it operates. On another side with the help of the Swot analysis, it can be seen what strengths and opportunities Pharmacy2U that has can take advantage of and their weaknesses and threats that can be avoided to make changes and move forward with their operation.
PESTEL factors
Political factors that can influence Pharmacy2U externally are the regulatory frameworks like certifications and safety standards, the new pharmacy act that the government are imposing and can impact the business. Brexit is another factor that affects the company because of shortages in medication.
Economic factors that influence pharmacy2U are the customer income that although is not big, people still spend a big part of their salary on their medication especially if there are old people in that household or with critical conditions, in many cases people are poor and others can’t afford to buy medication. On another way there is the new drug production that are better, and people are buying them, that company also profiting this way.
Socially now some people are more conscious about their health avoiding the consumption of drugs and focusing more on fitness and exercise to have a healthier lifestyle, this can impact on the company losing some customers as there is a decrease in demand for medication. On another side Pharmacy2U increases sales delivers because of the different categories of age with the older generation being more in demand for medication. As there is a big number of sick people in this category and their numbers of order prescriptions are higher due to people needing medicine to treat conditions like cancer, diabetes and obesity that is more and more common today, heart, mental health or even beauty products are in demand and others.
Technological factors are impacting the company positively and negatively as well. Since Pharmacy2U is an online only business, being the founding partner of the NHS Electronic Prescription Service (EPS), (a service that sends electronic prescription from GP practices to the local pharmacies), is also using and growing as a company with the latest innovative technology and technological tools to deliver their services (Wired, 2018). As an example, the company is is one of the Sunday Times Tech Track 100's fastest-growing tech companies in the UK. Another example is their dispensing hub facilities where it uses a revolutionary pharmaceutical dispensing and warehouse system that help increase their capacity up to ten times than before, they are “giant vending machine-like robots that dispense medicine accurately at hight speed” (Pharmacy2U, 2023).
Environmentally all pharmacies including Pharmacy2U leave a large carbon footprint. Although it only delivers the medication, not producing them, they still have a high waist production including delivery or medication packaging and special storage of some medicine which is costly. Lynch (2018) argues that every company must reduce the effect their waste is making on the environment to maintain its environmentally friendly status and make this part of their green strategy to help maintain the earth’s resources. Pandya (2013) adds that in order to become greener, a company will create competitive products or processes that will give a competitive advantage. Pharmacy2U takes on corporate responsibility through their donations and campaigns for the environment. It recycles all waste and cardboard is sold back to suppliers (Pharmacy2U, 2023).
Legal factors affecting Pharmacy2U are the laws and regulations implemented by the government and that the company must follow to run and operate properly. There is a law for expiration dates and manufacturing of medicine baches. Cybersecurity as they deal with a large customer database that needs protection. Safety standards for the products to avoid legal issues. Pharmacy2U works to the highest professional standards, in accordance with all other UK certified community pharmacies (Gov.uk, 2023).
SWOT analysis
Strengths 
· Pharmacy2U offers a wide range of products from prescribed medication to healthcare advice on different topics and conditions, GP consultations, vaccinations, and everything a local pharmacy sells, they sell too. They offer more options patients when it comes to picking up their medications, providing flexibility to meet the demands of modern living. 
· Uses cutting-edge dispensing technologies, that is effective while making significant investments in their workforce, giving patients access to quick and customised customer care when they need it (Pharmacy2u, 2022). 
· A significant, important player in the industry with its aggressive marketing and the desire for expansion
· High speed dispensing machine like-robots that increases product capacity plus there are less than ten pharmacists working on the site daily as there is no need for more.
Threats
· More conscious people wanting to live a healthy lifestyle can impact on Pharmacy2U decreasing the demand for medication and losing customers this way.
· There is strict competition in this large industry and other local pharmacies are doing delivery services online as well. Competitors like Lloyds Direct, Well Pharmacy, Chemist4U, and local pharmacies like Boots and Well are a threat for Phrmacy2U.
· High marketing costs
Weaknesses
· Although they offer amazing customers experience, Pharmacy2U can’t offer the one-to-one contact with customers that local pharmacies provide.
· Patients' prescriptions often do not include the things they ordered, leading to the local chemists to pick up the pieces.
· There are claims that Pharmacy2U 'cherry picks' prescriptions, occasionally choosing not to provide expensive products.
Opportunities 
· The government is clearly receptive to the message about effectiveness and cost savings the company offers.
· Expanding to different online markets like Europe
Although technological innovations are influencing the growth of the company, the government’s strict regulations and even people wanting to live a healthy lifestyle can lead to the slow fall of the company in the future. So Pharmacy2U should take advantage of the opportunities and avoid the threats by adapting to the changes in the external. To avoid any difficulties that can have an impact on their future progress and long-term sustainability strategy.
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4.a. Stakeholder Analysis. 
According to Whittington et al. (2019) stakeholders are the persons that the organisation relies on to achieve its own objectives. Some of the objectives that the ex-CEO of Pharmacy2U Mark Livingston had in mind in an interview were to get to 10% market share in 5 years and be market leader in the sector, envisioning drone delivery or make pharmacy2u part of a Deliveroo like service called Pharmaroo (Wired, 2018). These are not possible of course without the Stakeholders. And a stakeholder’s analysis is very important for Pharmacy2U because it helps identifying the individuals and their contribution to the company's performance, and how they can affect the way the company is being run. 
	Stakeholder 
	Level of power 
	Activities
	Interest

	Customers
	High 
	Order prescription and make use of the services offered.
	Different approaches to attract customers and improve customer service. They are impacted by the medications delivered by the company and their availability.

	Employees 
	high
	Pharmacists that oversee prescriptions. important in the dispensing process of the medications
	Takes care of them as their stake in salary and job security must be protected.

	Investors 
	High 
	They invest funds and wait for returns.
	The success of the company is important for them as they might hold a share in the company and expect returns.

	The NHS 
	High 
	Contracted by NHS to dispense prescriptions as it dispenses a high level of medication this way.
	Pressure on GP and other NHS staff is relieved with the help of online healthcare offered by pharmacy2U.



   3.b. Different Strategic Direction - Ansoff's Matrix 
According to Barney (2018) the end aim of the strategic management process is to achieve a competitive advantage. A business has a sustainable competitive advantage as benefit if it generates greater economic value than its competitors and is difficult to copy as well (Lynch, 2018). Sanchez (2006) argues that a company can achieve competitive advantage through the management of their resources and capabilities as these being a source of competitive advantage. A company’s resources are physical and human. In the case of Pharmacy2U they rely daily on approximately 10 pharmacists in their dispensing warehouse to deal with prescriptions plus they have the help of the dispensing robotic machinery that are very quick at organising medication. This way the company is lowering costs. To achieve competitive advantage Pharmacy2U can use the Ansoff’s Matrix as a strategy for growth or can use it to create other strategies for growth.  Capability is the ability of the company to achieve something. For Pharmacy2U innovating is their capability. For example their marketing and technology departments are updated with the latest advancement tools to help them keep up and maintain their rename of the fastest growing tech company (Pharmacy2U, 2023).
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The Ansoff Matrix - Understanding the Risks of Different Strategic Options (mindtools.com)

According to Ansoff (1957) the matrix shows 4 strategies to find opportunities for growth and the risks and advantages that each comes with if applied by the company. The Ansoff Matrix growth options include product development, market penetration, brand development, and diversification, explained below. To expand a company's reach into new areas or increase its product offerings, they can be combined, or one can be chosen at a time (Peterdy, 2022). 
Market penetration - the aim of this strategy is to boost current product sales into the existing market. It is the least risky choice and the safest. By attracting new clients or selling more to the company's current customer base, this stage aims to increase the market share of the company. One of the goals of pharmacy2U was to increase their market share to 10% in 5 years (BGF, 2023). So far to get there the company has merged with ChemistDirect.co.uk, one of their competitors, this way it became the industry leader of digital pharmacy. A merger takes place when the assets of two businesses of comparable sizes are united. Stock or cash is used to buy the assets of the company that is being merged (Barney and Hesterly, 2018).   In this case Pharmacy2U has made a 40 million deal for this (Pharmaceutical Journal, 2021). Another thing they have used to increase market share is the use of Trust Pilot as a tool for promotion to acquire more customers, to gather data and information to improve decision making, to understand their customers and how these use their services. This helps the company to assess areas they have issues with and help improve the customer experience as well.
Market development - A market development strategy is the second least risky because it doesn't require a significant investment in product development or research and development. You try to expand in various markets by selling more of the same goods to various customers. Now Pharmacy2U is only selling in the UK and functions as an e- commerce.  Another alternative with this strategy is to use market segmentation and target various groups with varying age, gender, or demographics.
Product development - developing a current or new product for the same customers. By repackaging or creating new versions, the company can expand its current items in this situation. It can also improve quality or customer service, or even acquire or collaborate with another business to expand.
Diversification - the riskiest strategy is diversification because this requires the company to launch a new product and enter a new market. Practically, the product hasn't been tested and the market hasn't been explored or there is no experience in that market.
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Having looked at the external and internal environment analysis of pharmacy2U and taking into consideration their long-term goals, three strategic actions can be considered to help maintain the company’s sustainable strategy. In the table below it can be seen (1) gaining market share as this was a goal of the company’s CEO, (2) expand and operate into a new market and the third one is to (3) improve their customer base and experience by focusing on face-to-face human interaction.
	Strategic Recommendation
	Challenges if implemented
	Benefits 
	Time frame/Actions

	1.How to maintain their profit margins to avoid any operating losses and increase market share.
	-the size and growth of the industry it operates 
-price war with competitors over market share
-overspending on marketing strategies
-finding the right partners
-struggle to acquire more customers due to other online pharmacies
	-sales and profits are improved
-more customers
-gain a good brand image and reputation
-can gain dominance in the industry and have more bargaining power
-can create competitive advantage
	-1-2 years.
 What can be done is to:
-improve their product and services offered through innovation and technology
-improve customer service by engaging more with them
-change their digital strategy with a new marketing channel or expand in different markets
-acquire a competitor for dominance
-more advertising

	2.To expand their operation in international markets
	[bookmark: _Hlk143784906]-different laws and regulations from other countries apply
-Shipping costs and restrictions due to Brexit if delivering in Europe
-might need new product development specific to individual use
-people’s trust in buying from them
-not everyone has access or knows how to use the internet
-restrictions on consumers for under 18
	-new customer base
-convenience
-no more visits to see the doctor
- speedy home delivery
-discounts
	-2-3 years
-expand their online website and adapt it to the specific country
-merge with local pharmacies from that country
- as an investment in that market

	3.To integrate face-to-face interaction in their process
	-Costly to create hubs around the country
-need to hire more consultants or pharmacists
-risks and uncertainties of the economic environment
	- physical evaluations can be done 
-Human interaction can have a positive impact on people’s wellness.
-people get more information on how to take their medication
-relieves pressure on the hospitals and GP practices
	-2 years approximately if creating small hubs in local areas like markets or malls where people can go and have a chat about their concerns.



1st strategy - their goal to increase market share and increase profits can be achieved through market penetration that is less risky to do. This is part of their marketing strategy. A business can use a marketing strategy that also places a strong emphasis on customer satisfaction to concentrate its limited resources on the best opportunities to increase sales and create a long-lasting competitive advantage (Culp, 2013). With this strategy Pharmacy2U will be able to increase their sales in the existing market and attract more customers. They already merged with one of the competitors, Chemist Direct and are using Trust Pilot as a promotional tool to gather data that helped so far with their marketing strategy, and this is working for them.  But other things they can do are to take advantage of being the fastest growing tech company and continue with their innovative techniques to improve their services mainly their customer’s service. The challenges of increasing market share are overspending on marketing strategies if they do not have the finance to do so. The industry it operates is very big and this creates a war between competitors over market shares or customer acquisition (CFI, 2019). But the real benefits are long term, the company will have a good brand image and reputation, attract more customers, and increase sales and profits, plus they will have a chance at being a dominant player in the market and have a competitive advantage over competition. Competitors being one of the weaknesses of the company, increasing their market share will help eliminate the threat, the competitors.
2nd strategy -Expansion into a new market, Europe at the beginning, using Ansoff’s market development strategy. Being a strong player in the market is one of Pharmacy2U strengths and in 2 to 3 years the company can turn this into an opportunity by adopting this strategy and easily expand their online website to Europe for example. It can merge with local pharmacies from that country, the product is already there, they will sell more and gain a good customer base. Of course, there will be challenges. Different laws and regulations, political factors from other countries apply, there will be shipping costs and restrictions due to Brexit if delivering in Europe, there might need new product development specific to individual use, there is people’s trust in buying from them to be gained and of course not al European countries are so advanced so not everyone has access or knows how to use the internet. 
3rd strategy - Human interaction is a weakness for Pharmacy2U that can affect their future profits or even lose customers that need physical evaluations and can’t have it now due to the company being an online business only. But if integrating Ansoff’s product or service development strategy in their strategy Pharmacy2U will be able to turn this weakness into an opportunity and integrate face-to-face interaction in their processes. What actions can be taken by Pharmacy2U is to create small hubs in the community in markets or the local malls. The benefits of creating these hubs are that here people can go and have a chat with the pharmacists as they might need a physical evaluation or advice in taking their medication. More older people and those with different conditions will benefit from this as medicines will also be more in demand from their side. Their wellness is improved, more information is gained as well on medication and the company benefits as well as quality and customer service are improved which is a plus for them. There are challenges as well like extra costs, more staff is needed for this and the uncertainties of the economic environment.
5.a. SAF (Suitability, Acceptability and Feasibility) evaluation of the recommended strategies
According to Johnson (2017) organisations like Pharmacy2U can choose the best strategies for a competitive advantage by using the SAF evaluation to assess the strategic choices. Suitability is all about evaluating which suggested solutions address the key opportunities and threats the firm confronts. If the performance results of the chosen strategy meet the expectations of stakeholders, it is considered acceptable.  And if a strategy is feasible depends on how well it would function in practice or more specifically if an organisation would be able to implement it. For a strategy to be successful it depends on the management of different resources not just human and finance but also actual resources like technology, data or resources provided from suppliers. 
	Strategic options
	Suitability
	Acceptability
	Feasibility

	1.Increase market share
	7/10
	8/10
	9/10

	2.To expand their operation in international markets
	8/10
	7/10
	8/10

	3. to integrate face-to-face interaction in their operations
	9/10
	10/10
	9/10



Looking at the scores above the most suitable strategy to implement is to focus on how to integrate physical interaction between people and pharmacies. This is an opportunity for Pharmacy2U to develop this service strategy and improve customers satisfaction plus the company won’t lose customers and their profits won’t be affected either. The strategy will be acceptable for customers as the creation of local hubs is a first step to get there because people rely on seeing their doctors and pharmacies because there are used to it and for peace of mind too plus they get more clearance on their medication usage. The strategy is also feasible, meaning the company has financial resources to get there, they are the fastest growing tech company already, have a good relationship with suppliers and hold enough information to help further.
Face-to-face interaction with people and expanding their operation in other markets together will take Pharmacy2U to increase their market share and help achieve and maintain a sustainable business strategy for the future success.
[bookmark: _Toc143850649]Conclusion  
Pharmacy2U is part of one of the biggest industries in the countries, pharmaceutical, and even if it only sells and distributes online, the company is renowned for managing NHS prescriptions for patients and has become a fastest growing tech company and the largest e-pharmacy in the UK. But all this is coming with challenges and is important for them to have a good strategic initiative to benefit the company long-term.
The company’s current strategy has brought benefits and awards but to achieve their proposed goal, growing as a company and increase market share, expanding into European market and integrate face to face interaction in their operations is a suitable strategy that can be implemented. This strategy will work by applying the Ansoff Matrix strategic tool steps, the service and market development. These strategic steps can be combined as expansion into Europe will increase customer base and more of their products and services will be sold. Plus, if they integrate face-to-face interactions with patients through hubs, the company will grow as a business and their market share target will be achieved as well.
By implementing strategies for growth, Pharmacy2U will gain good outcomes in the future that are important for the company’s long-term sustainability.
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