


Executive Summary
On the backdrop of a pandemic ACIEM Group Ltd. assigned a group to develop an innovative way of delivering customer care to provide a sustainable competitive advantage. The group carried out initial analysis of the company’s current strategic position utilising PESTLE, Porters Five Forces, and a SWOT analysis to understand external and internal strategic position. 
When determining the strategic positions, the initial focus was utilising Porters Generic Strategies however, it became apparent that due to its more product focus an alternative framework was sought after. The group utilised Hax and Wilde Delta Model due to its shift from a product focus to a customer focus, which was believed to be more beneficial when looking to gain a competitive advantage with regards to customer care. It was determined that due to the nature of the hyperpersonalization and ACIEM’s concentrate portfolio of clients a “Total Customer Solution” would be the strategic option that ACIEM would pursue.
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[bookmark: _Toc59100986]Introduction
On 11th March 2020 the World Health Organisation declared a pandemic following the Coronavirus outbreak across the globe (BBC News, 2020). Following the pandemic and also recent changes within the business, ACIEM Group Senior Management team tasked a group to reshape the current strategic direction being undertaking by the business to develop innovative customer care while providing a sustainable competitive advantage. This report will provide strategic analysis while critically evaluating the company’s strategic options. 
ACIEM Group aim is to provide innovative and sustainable solutions to complex engineering projects mainly within the UK water industry. The business has been operating for over 25 years with many shifts in that period, which has seen it mould itself into a nationwide multi-disciplined engineering organisation (ACIEM Group Ltd, 2020).  
Prior to the global pandemic ACIEM underwent some significant changes to it shareholding and ownership within the business. RSE (Rosshire Engineering) a Scottish Engineering group in water treatment and clean energy solutions made the acquisition of ACIEM into its group of companies on 5th March 2020 to enhance RSE’s offering south of the Scottish border. The acquisition saw RSE become the majority shareholder within ACIEM however its strategy was to maintain the current key skills of the ACIEM management team (RSE, 2020a).  
[bookmark: _Toc59100987]Strategic Position 
When analysing the strategic position, it studies the impact that the macro-environment, industry environment, a business’s capabilities, stakeholders, and the culture within an organisation (Johnson et al, 2017). It has been argued that a lack of ability by businesses to carry out analysis and develop adequate knowledge of their environments can lead to short-sightedness in the approach to a company’s strategic direction (Gnjidic, 2018). However, when undertaking the analytical process, it is not without its pitfalls as things may be unsuccessful as misjudgements may be made. This could be due to several factors such as carrying out the correct analysis, misuse or have issues with the tools and techniques and also fail to interpret the analysis along with the potential of being influenced by behaviours. Therefore, good quality creative thinking accompanied by mediocre analysis can be argued to reduce the success of a business’s strategy (Hussey, 2001).  
[bookmark: _Toc59100988]Macro-Environment
It is believed that events in the environment will have an impact potentially on the success or failure of companies effected (Hussey, 1998). However, it is argued that there is a predisposition that managers will use external events to blame for failures met in business’s (Kald, et al., 2000).  To understand the macro-environment in which ACIEM operate within a PESTLE analysis was undertaking with the findings below: 
[bookmark: _Toc59100989]Political
Brexit has the potential to affect all businesses in the United Kingdom, this may influence the industries ACIEM operate due to increase in cost of materials imported into the UK, availability of skilled labour and many other factors. The current UK government are attempting to draw up negotiations however there is a potential for a no deal Brexit highlighting the volatility of politics (BBC News, 2020b).
Furthermore, a UK General Election may change the sector in which we operate, an example is the most recent general election posed the possibility that one of the leading parties labour were looking to “re-nationalise” the water industry (Kussenburg, 2017). This would have had a huge impact on a large percentage of ACIEM’s key clients and therefore on ACIEM directly.
[bookmark: _Toc59100990]Economic
Economies affect all organisations in the service, retail, government, and non-profit sectors (Dess et al, 2014). The clients that ACIEM serve are regulated by OFWAT in which it provides each water company with a financial determination which is allocated to the Asset Management Periods (AMP) budget. This has a significant economic role in the funding and spend profiling for many of ACIEM’s key client for example Wessex Water and Yorkshire Water. This will then be spent during an AMP period which runs over 5 years with AMP7 being the next AMP to commence (2020-2025). These budgets will influence the scale and size of the market that ACIEM can target and dictate what the money will be utilised for, such as improvement of existing infrastructure or development of new. OFWAT have highlighted concerns at several water companies with one being Yorkshire Water, on their proposed costs to operate their business during the 2020-2025 period and asked them to review their costs (WaterBriefing, 2019a). 
[bookmark: _Toc59100991]Social
When analysing the social elements of a macro-environment it is known that it can have two impacts on organisations, the supply and demand, and the effectiveness and power of organisations. On affect on the supply and demand associated is correlated with the population increase within the UK with figures showing a rise from 65.86million in 2015 to 67.53million in 2019 (United Nations Department of Economic and Social Affairs Population Dynamics, 2019). With an increasing population it is inevitable that it will result in the increase in infrastructure to be able to cope with increase in demand. Therefore, this will directly correlate with the water sector.
[bookmark: _Toc59100992]Technology
With innovation being at the forefront of many UK water companies goals and in particular one of ACIEM’s key clients Wessex Water it is important that the company is aware of the latest technology developing in all manners across the globe, with that in mind it is crucial that as a business, it must be aware of the latest or new innovative ways in utilising technology within its sectors. Wessex Water PR 19 (Wessex Water, 2019) stipulates that their looking to innovation to provide improvements in efficiencies by doing more with less. 
[bookmark: _Toc59100993]Legal
Legislation determinations can rapidly alter the rules in which business can operate within (Fahy and Jobber, 2019).  With the likes of OFWAT providing governance on spending, there is also a requirement to ensure that current codes of practice are being followed and monitored for updates. Such as Water Industry Mechanical and Electrical Standards (WIMES). It Environment Agency (EA) provides a huge driver to ACIEM clients to undertake and complete projects by specific regulation dates to ensure environmental compliance. It will set its guidelines and performance expectations for water and sewerage companies in England (Environment Agency, 2020). With the EA opinion that the performance by Water companies is poor it could lead to these companies embarking on several projects to meet this performance demand and ACIEM will potentially be able to position itself to provide a service on these projects. 
[bookmark: _Toc59100994]Environmental
With climate change, a hot topic across the globe and the emphasis on reducing carbon footprints, plastic and becoming more sustainable it is essential that the organisation must monitor it environmental management. Wessex Waters aim of being an environmental leader (Wessex Water, 2019) will drive ACIEM to follow suit. Not only aligning our environmental goals with one of our key clients it is important to note the intention of strategic capital investment in order to achieve their goals will provide a potential avenue for ACIEM to utilise.  
[bookmark: _Toc59100995]Industry Environment Analysis
The competitive environment as it is also referred to investigates the nature of the competition in an industry, it consists of supplier, competitors and customers which will all have relevance to an organisations strategy (Dess et al, 2014). It is believed that competition and the strength of buyers and suppliers can be the determinant of profitability and when analysing competitive forces and it will highlight industries attractiveness and the measure of profitability for participating organisations (Johnson et al, 2017). One framework to analyse these factors is Porters Five-Forces Framework (Porter, 1980). The Five Forces Framework is seen as one of the most useful and distinct strategic tools utilised in industrial analysis (Gnjidic, 2018).  However, using the tools is not without its pitfalls and mistakes such as defining the industry too broadly and narrowly, ensuring equal attention is paid to each force and using the framework to determine the attractiveness of an industry rather that using it to guide strategic choices. The framework is proposed to be used not only to analyse the drivers of the industry competition of those nearest competitors but should also view beyond this short-sightedness (Porter, 2008). 
[bookmark: _Toc29799290][bookmark: _Toc59100996]Competitors Rivalry
When analysing the rivalry between established business if it perceived to be intense this could lead to the assumption that there is a great threat to the profitability within that industry (Yunna and Yisheng, 2014). The review undertaking has highlighted although there are a select few direct competitors to ACIEM their strengths within the market are strong. With the UK Water Industry procurement being highly regulated by previously mentioned Ofwat many of the markets ACIEM ply their trade within are in fixed frameworks over a fixed period. This therefore limits the competitors during those periods however it does provide portion of well-defined competition (WaterBriefing, 2019b). However, it could be argued that due to the low number of competitors, but all evenly balanced this could be classified as an intense rivalry (Fahy and Jobber, 2019). Two of ACIEM’s main competitors would be identified as Bridges Electrical Services Ltd. and Northavon Ltd. both situated in similar geographical area of the United Kingdom both have very similar operating models and delivery strategy; this will therefore lead to intense competition. Table 1. Analyses the company’s performance of industry competitors and their profitability performance ranging from 2016 – 2019. The information produced clearly demonstrates a trend and average EBITDA profit performance within the sector and it could be argued not large profit margins. This intense rivalry within the sector therefore may be a reflection of the previous judgement with regards to profitability. 
	 
	Sales
	2019
	2018
	2017
	EBITDA
	2019
	2018
	2017
	Margin
	2019
	2018
	2017

	Bridges
	 
	£30,594
	£26,133
	£18,405
	 
	£1,255
	£273
	£683
	 
	4%
	1%
	4%

	Northavon
	 
	£15,526
	£9,407
	£7,196
	 
	£677
	-£142
	-£1
	 
	4%
	-2%
	0%

	ACIEM
	 
	£13,927
	£12,378
	£7,859
	 
	£712
	£524
	£127
	 
	5%
	4%
	2%

	Nomenca
	 
	£68,967
	£54,690
	£44,887
	 
	£1,805
	£1,001
	£677
	 
	3%
	2%
	2%

	ACIEM
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Total:
	 
	£129,014
	£102,608
	£78,347
	 
	£4,448
	£1,656
	£1,486
	 
	3%
	2%
	2%


Table 1. Financial Analysis of competitors
[bookmark: _Toc29799291]
Not only is the competition from rivals intense the exit barriers could argued to be high. This is due to the niche of working with the UK water industry with limited customers to utilise and therefore difficult to exit. So therefore, following the evaluation of ACIEM’s competitors it may lead to the view that the industry that ACIEM operate is highly competitive.  
[bookmark: _Toc59100997]Supplier Power
The UK water industry has very particular requirements when it comes to the supply of goods and services. Items such a pumps, chemical dosing equipment and stee; and Motor Control Centres (MCC) are highly technical pieces of equipment that play an important role in the delivery and operation the clean and dirty water sites. So similar situation to ACIEM’s procurement, water companies set up frameworks of supplier of specialist equipment. It could be reasoned that it this could cause lack of competition and competitiveness of pricing from these suppliers, this may cause increase of ACIEM’s costs in supplying these products on projects. However, with the recent events undergone in ACIEM with regards to the incorporation into the RSE Group, ACIEM now posses a number of companies within the group that form these keys suppliers and therefore may have limited the impact of this threat (RSE, 2020b).  
[bookmark: _Toc29799292][bookmark: _Toc59100998]Buyer Power
As previously discussed in the analysis of the competitors the framework and competitive tendering process is one which the buyer and in this instance the water companies will aim to capitalise on. The buyers within the sector could arguably have low switching costs and therefore switch between suppliers within the framework easily, however this could alternatively create problems for the buyer in that with such a concentrated pool of contractors it may eventually cause them to pull away from the buyer. 
Also, in recent times it has been experienced that the buyers are undertaking a “backward vertical integration” process which sees them reverting to sources of supply (Johnson et al, 2017). Due to the nature of ACIEM’s proposal it delivers projects that integrate the water supply chain, so therefore in an attempt to improve the buyers profitability it has taken on the option of procuring and delivering a large amount of projects internally. With these factors becoming prevalent it would lead to the suggestion that the buyer groups are of a price sensitive nautre (Porter, 2008).
[bookmark: _Toc29799293][bookmark: _Toc59100999]Threat of substitution
A substitute service could be defined as a service outside the industry that serve the customers needs (Dess et al, 2014). ACIEM are defined as a multi-disciplined engineering contractor which could lead to the assumption that there are several industries such as the oil and gas, manufacturing and renewable industries that would have these types of organisations and may conclude that there could be a high threat of new entry transferring their skills. However, when evaluating over the previous years the amount of these contractors that aim to enter the water industry it could be concluded that there is not a high volume. Additionally, with many in the industry putting a perceived emphasis on innovation (Wessex Water, 2019) it may lead people to review how they currently operate and aim for more efficient methods and may provide a solution to their needs from an alternative source that may not possess any current correlation with the current service requirements. However, with ACIEM’s skills their people, project management and engineer knowledge it could be argued that this may be hard to be substituted other than a new source or competitor.
[bookmark: _Toc29799294][bookmark: _Toc59101000]Threat of new entry 
Due to the AMP cycles and fixed terms of the framework process, once the letting process of that is complete any potential new entries must wait until the next AMP period to have the ability to attempt to gain a foot hold onto these frameworks. It is therefore determined that the threat of new entry does not pose as great a threat of some of the other forces reviewed. 
[bookmark: _Toc59101001]Resources and Capability – SWOT Analysis
It is believed that no matter the quality of creative thinking if this is accompanied with poor analysis it reduces the chances of success (Hussey, 2001). Having already reviewed the current industry environment and external environment the analysis must be brought internally to review resources and capabilities of the firm. The external environment is not the only driver in strategic position and choices, with no organisations being the same and this must be accounted for in the analytical process (Johnson et al, 2017).  A method of undertaking this form of analysis is to produce a SWOT analysis (Strength, Weaknesses, Opportunities and Threats) which provides a view of the businesses position and will be utilised in the formation of the strategic options available. The analysis must have a customer focus with the objective of the process to utilise the strategic planning to produce a competitive advantage and it is argued that this cannot be fulfilled if the customer needs are not addressed (Zehle and Friend, 2008). The strengths and weakness analysis will provide an internal review while the opportunities and threats will be more customer and industry focused (Wilson and Bates, 2003).   


	Strengths
· Multi-discipline team
· Civils delivery abilities (not typical for a MEICA contractor)
· Project management capability
· Design capability in-house
· RSE Group capability 
· Over 25 years’ experience
· Low-cost position 

	Weaknesses
· Over-committed project resource
· Lack of diverse portfolio of clients
· Process and Procedure adherence 
· ACIEM/RSE Brand awareness 
· Location of Southern office
· Weak cashflow


	Opportunities
· Covid 19 creating back log in programme delivery for clients. ACIEM to assist. 
· Expansion in client could provide opportunity to provide EDT with future opportunities to enable them to build a competent team. 
· P-Removal schemes require MEICA and Chemical dosing. (ACIEM and WES Link). 
· Provide existing clients with a more total solution due to many capabilities within the group of companies. 
· Off-site build of transportable treatment units being used by RSE in Scottish Water.
· Non-water opportunities i.e Hinckley Point, Renewable Energies and Oil and Gas

	Threats
· Securing future AMPs
· Quality outputs due to over-commitment
· Clients spend profiles. Emphasised with Covid.
· H&S incidents
· Hinkley Point C no skilled workforce available or market rates unachievable in southern area.
· Breaking into well-established relationship of competitors formed over several AMP’s with new clients
· Brexit



Table 2. SWOT Analysis of ACIEM Group Ltd.
[bookmark: _Toc59101002]Review of Strategic Position
The conclusion that could be arguably drawn for the analysis demonstrate that ACIEM operate within a highly regulated industry that is susceptible to political and economical impacts. It is debatably operating within an ever-growing market with the increase in population therefore providing potential correlation to the increase in water industry spend to meet the demands of the population. However, it was determined that the threat of new entries and substitutions were not on a intense scale the driving forces of the buyers may cause impact of profitability within the sector. A large emphasis placed on water companies to provide value for money on the consumer and therefore their aim is to achieve more for less (Wessex Water, 2019). Nevertheless, with the recent amalgamation of ACIEM into the RSE Group the company has strengthen it positioned on forces from suppliers as they now posses many of these industry participants within its armoury.  
The SWOT analysis draw out the belief that ACIEM’s multi-disciplined capabilities are one of its strength it can utilise therefore potentially providing the client with a more total solution. Its strength associated with its low-cost position may be deemed a benefit to the client, but all could reflect its weakness of having over-committed resource which therefore is allow the reduction of costs. The analyses has also highlighted the weakness that ACIEM do not occupy a diverse portfolio of clients which may have a large impact on a companies profitability and performance if there are struggles with one of the clients. Using the analysis, we will now undertake a review of the strategic options available to the business to provide an innovative customer care proposal. 
[bookmark: _Toc59101003]Strategic Options 
It is reasoned that companies who are engaged regular implementation of a selective strategy should aim to ensure there is sufficient flexibility to enable successful adaptation to changing conditions, which is none more prevalent in these current times of a pandemic (Kald et al, 2000). However, there is an argument to suggest that to be able to reinvent an industry, organisations must initially be able to identify its core competencies and concentrate on cementing those core competencies prior to changing their future (Hamel and Prahaled, 1994). 

The aim is to produce innovative customer care. Heery and Noon (2017) defined customer care as “the idea that service organizations and their workers should be highly responsive to the needs of customers and deliver quality services as a means of cultivating customer loyalty and guaranteeing repeat business. As such, it is a concept that is related to Total Quality Management”.  In the current environment and predominantly through digital channels the “Care of one” is becoming the emphasis for the standard of customer care. This centres itself around hyperpersonalization where businesses my ensure they genuinely know their customers, can react to customers without them knowing there is a need, integrating technologies across all channels and implementing real-time agent tools (McKinsey & Co., 2020a). This being the goal evaluation of the strategic options were utilised to develop a business-level strategy. One method for this was Porters (1985) generic strategies which are believed to develop and identify a company’s competitive advantage and overcome the five forces previously identified within the report. The strategy is focused on three options centred around the product or offering of a business these are cost leadership, differentiation, and a focus strategy which essentially directs the focus to narrow product line and buyer segments utilising the two previous strategies.  The cost leadership strategy focuses on creating a low-cost position and managing value through the supply chain (Dess et al, 2014) which may play into ACIEM’s strengths of the group however, would it provide the desired profitability and high level of customer care that is desired. Alternatively, differentiation is the creation of unique and valuable products and services, could be arguably be the essence of strategy and provide the prime source of competitive advantage and it is thought that this strategic differentiation and execution have a greater impact on the performance of a business than the industry it happens to be in (Zook and Allen, 2011). 
On the contrary, when aim to utilise Porters generic strategies it was determined that it may not suit our aims and objectives to deliver innovative customer care. Alternatively, Hax and Wilde (1999) developed the Delta Model which shifts the focus onto the customer which arguably 	could provide superior strategic options for our goal. The model was developed to not replace or contradict Porters method but rather compliment the perspectives (Hax and Wilde, 2003). The three distinct strategic options that the Delta model possess is a best product focus, total customer solutions and system lock-in. 
[bookmark: _Toc59101004]The Delta Model
[bookmark: _Toc59101005]Best Product
When evaluating a best product option, it draws the closest parallel withs Porters generic strategies, its focus is on either the low cost or differentiation strategies. It is argued that the low-cost option is one of the most highly contested places because only one supplier can be the lowest and therefore could increase pressures of reducing margin (Hax, 2009). Differentiation can potentially provide its own pitfalls, it can be perceived to be a short-term win as once the product or service is at the market competitors will aim to replicate it (Zook and Allen, 2011). 
[bookmark: _Toc59101006]System Lock-in
Believed to be the most desirable and profitable, the system lock in strategy looks to achieve market dominance. This can be from the client desiring the services or product along with the third-party network developed to complement the product or service. It also looks to provide a setting where buyers and sellers are difficult to displace and finally restricted access providing barriers to competitors to compete for a company’s customers (Hax, 2009). One could decipher that when looking at the strategic position of ACIEM that their strengths of collaborating with key supply chain companies under the RSE banner could provide a desirable quality from the customer and are in keeping with one of the main focal points in achieving system lock in. Furthermore, with the frameworks being open approximately every 5 years to suppliers it could be argued that there is also many restricted barriers in place for competitors to compete for opportunities within the water industry. However, these barriers are not applicable to the concentrated number within these frameworks and with it being a highly regulated industry when it comes to its spending the option for this dominance may not be a realistic avenue. 
[bookmark: _Toc59101007]Total Customer Solution
Unlike the best product strategy, the total customer solution strategy shifts its focus away from the product and onto the customer. Businesses will aim to understand the drivers of customer profitability and develop ways to aid them achieve their goals. This will then put the spotlight not on product market share but more of the customer market share (Hax, 2009). It is the groups view that this strategy would be most beneficial in order to attain the goal of producing a sustainable competitive advantage. Initial customers must be segmented, and a profound knowledge of the customers business must be developed to understand the relation with ACIEM. One of the weaknesses highlighted within the strategic position was ACIEM’s lack of diverse portfolio of clients, arguably this may become an opportunity when implementing the total customer solution. With a more concentrate pool of clients, it could debatably enable a greater focus to develop this knowledge and cohesion with a customer and understand their differing needs. Such a service could be likened to the notion of the “White-glove service” associated with high value customers and transactions. This customised service is arguably the future of customer care, however very few are perceived to be carrying it out due to the perception it is prohibitively expensive along with requiring comprehensive customer profiling which in turn requires organisational change and investment to achieve (McKinsey & Co., 2020a). With there being very few undertaking this level of service it is believed that if ACIEM can achieve this level of customer care it could potentially create its desired competitive advantage.  One of the aspects in achieving total customer solution is that the customer experience must be redefined, ACIEM must utilise its cross-functional team to interact with their customer counterparts. An example of this is delivery managers meet with their delivery managers, ACIEM’s Health & Safety (H&S) teams to collaborate with our customers H&S team and our commercial department are working closely to ensure profitability and value is being recognised by the client. This multifaceted approach could be carried out with the aim of creating a long-term bond and therefore reduce the threat recognised within the SWOT analysis of not being a future AMP supplier. Furthermore, to enable a total customer solution customer integration must be sought after which is perceived as satisfying a requirement that the are unable to achieve internally (Hax, 2009). ACIEM’s strength is its multi-disciplined teams that can design, procure, and deliver projects. With the current pandemic this has seen a reduction in required project outputs from clients due to several reasons, but one is volatility of resource mainly being unable to produce the initial design and solutions for project. ACIEM have the ability to take this aspect and assist in moving these projects to avoid the risk of the customer being unsuccessful in achieving its required outputs highlighted within the PESTLE analysis. Finally, the total customer solution should aim to produce a complete set of products and services known as horizontal breadth (Hax, 2009). As previously discussed, but ACIEM’s merger with the RSE Group has enhanced this proposition. RSE continued strategy of mergers and acquisitions will continually enhance the ACIEM total solution by providing breadth. ACIEM can offer the single point of contact to that may potentially enable a slicker integration of the many aspects that usually make up a clean water or sewerage treatment project. 
[bookmark: _Toc59101008]Strategic Action
[bookmark: _Toc59101009]McKinsey 7-S Framework
With the chosen strategy to aim for a total customer solution defined by Hax and Wilde (1999) Delta Model it is critical that the proposed strategy just not just fit the structure and systems of an organisation but the style, skills and superordinate goals of that organisation (Mckeown, 2020). This importance is highlighted by the McKinsey 7 – S framework (Waterman et al, 1980), which reviews the configuration of the following 7 elements: Structure, Strategy, Systems, Skills, Staff, Style, and Superordinate goals. 
[bookmark: _Toc59101010] Style
When evaluating the style, we are looking at the leadership style of the business. Since joining the RSE Group which is owned by UK investment group Envoy the emphasis on the leadership style has been one of a “Servant Leadership” (Envoy, 2020). A servant leaders aim is to create opportunities for it followers to grow, it is argued that this form of leadership will bring about innovation and employee well-being (Van Dierendonck, 2010). With the aim to provide a cross-functional approach to the customer this form of empowerment and innovation could prove to be powerful. 
[bookmark: _Toc59101011]Staff 
One of the main criteria on whether a strategy can be feasible is the whether the organisation possess the people required to implement that strategy, or the availability to recruit the personnel to achieve the desired output (Johnson et al, 2017). With one of the weaknesses associated within the business, resource being over-stretched along with the threat of the availability of skilled workforce due to neighbouring projects, ACIEM must develop a recruitment strategy to ensure competent workforce is developed. With future talent and customer care individuals believed to now becoming a premium (McKinsey & Co., 2020a) it is essential that ACIEM’s strategy and structure accommodate these requirements. 
[bookmark: _Toc59101012]Superordinate Goals
ACIEM’s Mission, Vision and Values are currently undergoing a change since its amalgamation within the RSE and Envoy Group to be closer aligned with our partners. The current mission statement: 
“To delivered inspired outcomes by engineering smart solutions” 
(ACIEM, 2020)
This has since been amended to “To be the Delivery Partner of choice”. This shift is on the emphasis of being the customers choice of contractor but with an emphasis on collaboration and partnership, which arguably draws on correlations with the total customer solution. 
[bookmark: _Toc59101013]Conclusion 
From the analysis carried out that both external and internal environments have an impact on strategic positioning and choices. What has become apparent is that a lack of knowledge or analysis of an environment can cause a short-sightedness, but poor analysis can reduce the chance of success. Porters five forces model tended to be one of the most utilised techniques for strategist when analysing industry forces. However, when evaluating the strategic options for ACIEM in provides innovative customer care, Porters generic strategies seemed to be product focused and the alternative Hax and Wilde Delta Model (1999) was perceived to be more suitable in developing a relative strategic direction. With the new focus of “Care of one” and “Hyperpersonalzation” (McKinsey, 2020) seemingly being are the forefront of customer care it was felt that the Total Customer Solution strategy outlined within the Delta Model would fit this direction with emphasis being put onto customer focus than product. However, developing strategic options cannot be achieved if the capabilities within the organisation are not present. McKinseys 7-S frameworks acts acted as a checklist to ensure that a either the capabilities are available at present or will provide direction to ensure they will be present moving forward during strategic implementation. 
[bookmark: _Toc59101014]Recommendations
It is recommended that through the evaluation of the strategic position and options available that ACIEM should adopt the total customer solution approach in delivering their key clients Asset Management Programmes. The view is that they will offer a total solution utilising their breadth of skills within the newly formed RSE Group to provide the client with an avenue in achieving their regulatory dates placed on them by governing bodies. It is believed that this White Glove Service approach can produce high returns on investment (McKinsey & Co., 2020a) and it will play into its current strengths. It is argued that reinvention is the incorrect avenue with years of research into high performance demonstrating that periodic strategies of reinvention do not provide success but strategies building on the fundamental’s differentiation of a company (Zook and Allen, 2011).  With executives mainly focusing on maintaining business continuity and predominantly in their core (McKinsey & Co., 2020b) we recommend ACIEM adopt a similar approach within the current pandemic times, by focusing on its concentrated cliental and delivering a total customer solution utilising the foundations it has in place within the organisation and it partner group. 
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