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The Decline of Marks and Spencer
[bookmark: _Toc72863649]Introduction
[bookmark: _Hlk72799426]Marks and Spencer is a well-known multinational British retailer whose headquarters are located in London, England. The company is listed on the London Stock Exchange and has managed to make a name for itself. The company was founded in 1884 by Michael Marks and Thomas Spencer and has survived many ups and downs over the period of its life (Marks in Time, 2018). The company has been primarily known for specializing in selling clothes, home items, and food products of its own brand label. The company has overall 959 stores spread across the United Kingdom and out of these 615 are only specializing in selling food-related products. Marks and Spencer also offer an online food delivery service through a joint venture with Ocado (Reuters, 2021). Currently there are many different problems that Marks and Spencer is facing (Head Topic, 2020). The report covers the nature, scope and impact of a singular problem while analyzing the SWOT & PESTLE analysis of Marks & Spencer.
[bookmark: _Toc72863650]Nature, scope, and impact of the problem at Marks and Spencer
The Covid 19 pandemic has caused major issues for a lot of companies around the globe (Meyer, et al., 2021). When it comes to Marks and Spencer, the company started to hit new lows and reported a pre-tax loss of £87.6m in just six months in the year 2020 (Wood, 2020). The nature of the problem which existed in the company for a couple of years was further exaggerated due to the pandemic. The company had announced the closure of several stores and they also laid off about seven thousand jobs due to the company’s financial condition (BBC, 2020). 

[bookmark: _Toc72863651]Nature of the problem 	
The major nature of the problem was their inability to listen to the customers. The brand has been criticized majorly for not being able to take the feedback of the customers and not being able to understand their demands (Hoare, 2021). The brand reported its first loss in ninety-four years and in several sources, it is cited that despite other reasons being present a major disconnect for people was the simple element that they could not connect to the Marks and Spencer fashion (Connell, 2020). Research has stressed the importance of being able to connect to the customer and how responding to the customer is extremely important (Jin, et al., 2018).
[bookmark: _Toc72863652]Scope of the problem 
The overall scope of the problem that Marks and Spencer faced had a large-scale impact on the overall company. The nature of the problem is such that the impact could result in the company further closing their stores and doing even more layoffs. The scope is widespread and is not something that is restricted to a particular function of the company. The customer is the king, and if the brand stops listening to the customer then it’s more likely that the customer will stop buying from Marks and Spencer which in result will lead to drop in their revenue which will consequently means that the brand wills suffer financial loss, and will be forced to take decisions to cut down on staff and ultimately if this continues then it’s more likely that the company will cease to exist.
[bookmark: _Toc72863653]Impact of the problem 
The problem of the inability to listen to customers has a massive impact. The problem despite being singular has the ability to bring down the whole company if not solved. The problem starts with not responding to customer feedback and the outcomes start showing when the company sales drop and when on various platforms the customers start complaining about the company not caring for their customers e.g., the forty-five and above customer base felt exceptionally neglected by Marks and Spenser  (Russon, 2020). Another source declared that the customers felt that the company doesn’t know what the customer wants to wear e.g., a retail expert Kate Hardcastle showed the sentiment that the brand had boring clothes and Marks and Spencer makes a twenty-a 25 -year-old model wear clothes themed for a sixty-five-year-old woman (Head Topic, 2020).
[bookmark: _Toc72863654]SWOT analysis on Marks and Spencer
[bookmark: _Hlk72799651]A company that has managed to survive for more than a century will have its fair share of strengths, weaknesses, opportunities, and threats. SWOT analysis is a great tool that aims to highlights some of the major elements that a company must keep an eye out for (Jatmiko, et al., 2021). Marks and Spencer have many problems which account for its troubled time today; from poor leadership decisions e.g., buying Ocado company shares and not having enough stores to poor customer connections (Head Topic, 2020). However, the major issue that can break a company is when customers lose a sense of connectivity and relatability with a brand. Therefore, the shortlisted singular problem that is chosen is: inability to listen to the customers. The following SWOT analysis aims to highlight the strengths, weaknesses, opportunities, and threats of Marks and Spencer keeping in view the identified problem.
[bookmark: _Toc72863655]Strength 
The major strength that in the given situation Marks and Spencer has is of the brand name. The company has been operating for over a century and can be seen as a part of history itself therefore people do recognize it. The fact that people know what Marks & Spencer is in itself is a major strength (Russon, 2020). This means that any opportunity that the company spots can be availed easily simply due to this major strength. Now as the people already know the name of the company, therefore, the company can use that to its advantage if the company chooses to actually customize its products as per the customer demands and gives importance to customer feedback. 
[bookmark: _Toc72863656]Weakness
The major weakness that the company has is a lack of vision. The top leadership is making decisions that are being proved harmful for the company (Gale & Jones, 2019). From buying the share in the new projects to launching products that the customer doesn’t want. This lack of vision and direction is the main reason that the problem highlighted is even taking place. As seen throughout the syllabus and previous courses as well, leadership vision is a very important element that ensures success. Multiple types of research credit the importance of vision when it comes to company success (Ndalamba, et al., 2018).
[bookmark: _Toc72863657]Opportunities 
The major opportunity for Marks and Spencer is that the people of the United Kingdom feel a certain sense of connection with the brand. The people till today feel that Marks and Spencer is their brand as it has lived through a century (Head Topic, 2020). This massive opportunity is openly available for a very limited number of companies. Marks and Spenser can use this opportunity and generate high sales and rebuild their brand. The customers can easily revert back to the company if the company actually uses its strength to take advantage of the opportunity which is basically right in Infront of them. 
[bookmark: _Toc72863658]Threat
The major threat that the company faces is that there are a lot of stores and retailers who are providing the service that Marks and Spencer is also providing (The Guardian, 2019). Thanks to Instagram, Facebook, Amazon, and other websites small setups can also reach a wide customer base. The competition in the market that Marks and Spencer operate in is highly competitive and other companies that are falling in the same niche or same business area as Marks and Spencer are actually listening to their customers. As the threat is so prominent and massive therefore the impact of the problem chosen will only be more detrimental for the company.
[bookmark: _Toc72863659]PESTLE analysis on the Macro environment
There is no doubt that the external environment that the company operates in makes a major impact on the smooth operations of the company. If the external environment is favorable then the company can reach success like no other and if the external environment is such that is harsh then it can make it almost impossible for any company to survive (Shtal, 2018). A great tool to measure the external environment is the PESTLE analysis. PESTLE stands for Political, Economic, Social, Technological, Legal and Environmental factors, and the analysis below aims to analyze these PESTLE factors keeping in view the singular problem that is shortlisted.
[bookmark: _Toc72863660]Political 
In the United Kingdom, many problems have come up simply because of Brexit. The decision that was taken a few years back still continues to be a problem even today. The decision taken by the United Kingdom to depart from the European Union came as a surprise for few (BBC, 2021). Rifts and arguments continue even today when Brexit is discussed. In light of the coronavirus and the destruction it has caused around the globe, it can be challenging for the United Kingdom to stand alone without the European Union by the country’s side (Reuters, 2021). In elements of such uncertainty, it is not surprising that the country and its economy suffer. The political factors despite not being the most favorable aren’t that terrible which can be deemed detrimental for Mark and Spencer. 
[bookmark: _Toc72863661]Economic
The economic factors that exist in the United Kingdom are such that are not in the best of conditions. The United Kingdom is currently going through a tough time due to covid infections. The country is going through a recession period right now which is bound to have an impact on the purchasing power of the customer and will realign the priorities of many people living in the country. The United Kingdom’s economy has shrunk by 9.9% amidst the pandemic (Business Standard, 2021). In such economic conditions, the problem of not listening to customers can only prove to be detrimental as the customers already don’t have that much economic independence as they did before and the customers will be more critical about their spending.
[bookmark: _Toc72863662]Social
The demographic elements of the United Kingdom are one’s that favor the company Marks and Spencer. The United Kingdom has a massive population of 67,886,011 and the people on average work for 81.8 years. This means that the majority of the crowd has a good lifespan and can stay as the target customer for the brand for a long time. The company has to primarily focus on the problem identified and solve it so Marks and Spencer can tap into this market and avail the most advantage out this factor (Worldometer, 2021).
[bookmark: _Toc72863663]Technology
The world is driving itself towards automation and technology-intensive operations, and that’s why companies that operate in countries where technological factors are poor suffer extensively. Technological factors in the United Kingdom are quite favorable for the companies operating in it (David, 2021). There is a great inclination of companies that push them to invest in research and development. Therefore, generally in the country the technological infrastructure and usage are high and the company can use this to its advantage by creating customer desired product more effectively.
[bookmark: _Toc72863664]Environment
The United Kingdom can sometimes face very harsh and extreme weather conditions which can make it less favorable for tourism. The United Kingdom government and local councils are working hard to create awareness about the impact daily habits have on the environment (Facility Executive, 2021). As the country has quite different seasons and weather conditions available therefore Marks and Spencer can change its product as per the condition which will be beneficial as customers will need different dresses and food in different weather conditions.
[bookmark: _Toc72863665]Legal
Many different laws exist in the United Kingdom which protects the employees and grants them leaves and benefits e.g., the employment Act 1996 and Equality Act 2010 aims to protect the rights of the employees (ICLG, 2021). Any company operating in the United Kingdom must be mindful of that. The problem the company faces currently doesn’t directly link to the Legal factor and the fact that the company has survived this long means that it has saved itself from various lawsuits. 
[bookmark: _Toc72863666]Conclusions of the findings
Marks and Spencer has seen its fair share of ups and down over the period of time and overall it can be noticed that the people feel strongly for the company, however, the major issue the company faces is the inability to actually listen to customer feedback and producing products that customer wants. The SWOT analysis highlighted the come crucial factors for the company and how the findings can be used to get rid of the singular problem identified in the report. Furthermore, the PESTLE analysis gave a snapshot of the external factors that may impact the company. Generally, the PESTLE factors have a mixed outcome; four factors support the company whereas two factors (political and social) can be seen as slightly unfavorable for the company. The company needs to reanalyze what it is doing and work on its weakness as the retail market is very fast-paced. A guided corporate vision and customer-centric approach will do wonders for the company and will make the company reach heights of success like never before. 
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