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INTRODUCTION
Customer satisfaction is a process of satisfying their needs and expectation in order to build strong customer base and increase the productivity of business. In order to gain competitive advantage in market, it is necessary to satisfy the consumers by fulfilling their need and demand. It is important to understand the taste and preference of customers for improving the profitability and growth of business (Mithas, Krishnan and Fornell, 2016). It is the second part of project in which an external environment analysis is conducted including various external factors that influence the performance of business and also the analysis of internal environment is conducted. The report includes few recommendations for future which helps in improving the performance and growth of business.
Environment marketing analysis
External environment creates a great impact on the performance and profitability of business. It influences the business indirectly and also includes various factors that affect the sale of business. The few external factors that create an impact on the business are competition from business, politics and government policy, customers and suppliers and economy.
Pestle analysis
Political factors
Political factors involves the political stability, reforms, trade restrictions, tax policies, environmental regulations and tariffs. For McDonald political factors affected as a threat and opportunity both. McDonald has an opportunity to expand their business internationally it happened due to increasing in international trade agreements (Famiyeh, Asante-Darko and Kwarteng, 2018). Government has released a diet and health guidelines which McDonald can convert it to an opportunity by introducing healthy and organic food into the menu. Iran and Bermuda has banned McDonald, as they are against of fast food.
Economical factors
Economical factors directly affects the company on long term basis which involves cost of living, unemployment, credit availability, working hours, economic growth and decline, minimum wage, exchange, inflation and wage rates. Developed countries slow but stable economic growth is an advantage to McDonald, it can grow and increase stability of McDonald. Due to slowdown in Chinese economy it is becoming a threat to McDonald's as Chinese market is main contributor to the McDonald revenues. Recent recession has decreased the demand of fast food in the world, people are not ready to invest more in junk food.
Social factors
Social factors involves health consciousness, cultural norms, population growth rate, expectations, health, age distribution, career attitudes and safety. Concern of health is rising all over the world which is leading to avoid junk and involving healthy and organic food according to the requirements of the customers, it can become a threat to McDonald's. McDonald's menu's are different in different countries, according to the demand of local customers for serving their local flavours to them. Due to rising of disposable income, McDonald's has the opportunity to expand and make customer buy fast food rather than cooking in their homes.
Technological factors
Technological factors involves the automation, research and development which affects the operations of the firm in market. McDonald's has introduced new self table scanners in the seats to order, which reduces the customer effort and does not required to stand in counter (Kim and Park, 2017). McDonald's is expanding their revenue through mobile by serving customers
online and order and take away facilities. McDonald's can also increase the productivity of restaurant by increasing the business automation.
Legal factors
Legal factors involves the resources, access of materials, taxations, import/exports and changes to laws which are affecting employment. McDonald is having threat of minimum wages which increases the cost and reduces the overall profitability of the firm (Ilyas and et. al., 2021). As McDonald is a multinational firm dealing in various countries and has to follow the laws and policies differentiated with each country, which sometimes become difficult and lead to mismanagement.
Environmental factors
Environmental factors involves environmental offsets, weather, geographical and climate changes. McDonald is getting large customer base by following all ecological sustainable operations. Change in climate conditions affects the restaurant in availability and sustainability of food and raw material supply. McDonald's follows all the environmental and ecological friendly measures for sustaining in the market. It should be major responsibility of a business to follow environmental policy of government to conduct ethical and sustainable business (Cheung and To, 2016).
There are various internal factors which also create an impact on the productivity and performance of business. Internal factors influence the business activities directly it mainly include employees, managers, money, resources and company culture (Huang and Trusov, 2020). It is important for McDonald’s to focus on conducting internal environment analysis in order to identify the factors which influence the productivity and growth of business. In order to make business successful, it is necessary to focus on hiring the top talents who can contribute their productive output in achieving the goals and objective of business. The manager of McDonald must focus on hiring the right talent who has an ability to improve the business performance and increase the brand image of company. Manager must know how to handle the lower level of employees and look out for other parts of internal environment. Money and resources are the other factor which influences the business activities of McDonald. For improving the performance of business, company has to invest in latest technology and resources which requires huge investment. Organisation generally invests in new technology for gaining competitive advantage over its competitors and sustain in market for long run (Gerdt, Wagner
and Schewe, 2019). If company has less cash resources it influences the number of people they hire, amount of advertising and also the quality of equipment. Organisation also faces challenges to attract suppliers and consumers. It is necessary for business to attract maximum number of customers by offering them product and services according to their taste and preference. It helps in increasing customer base and also enhances the profitability of business. Customers have a power to influence the price of the product and services. Suppliers also play an important role as they influence the cost of business. It is essential for company to build healthy and positive relations with suppliers in order to run business effectively (Rotar and Kozar, 2017).
Marketing plays a vital role in communicating with customers about the product and services. The marketers are responsible for listening to customers and communicating with them about the need and opportunities for improvement. Main role of marketing is to create awareness among audience about the products and services by using different modes of channels such as advertising, hoardings, social media platforms and television (Martinaityte, Sacramento and Aryee, 2019). These are some modes through which company can reach to maximum number of audience and increase its customer base. The different functions of marketing team of McDonald’s are product management, pricing, promotion, distribution, marketing information management and selling. They generally focus on evaluating and analyzing the market and identify the opportunities in order to improve the performance of business. There are several competitors of McDonalds’s such as Pizza Hut, KFC, Burger King and many other.
The marketing team of company frames effective marketing strategies in order to gain competitive advantage in market. They are also considered as face of company as they produce and coordinate all the materials that represent business (Wang, So and Sparks, 2017). The marketing department of organization also focuses on identifying the internal and external factors that could influence the performance and productivity of business. They analyse the market and determine the threat that can affect the activity of McDonalds. Through analyzing the market, they create effective strategies that help in making business successful and also attract maximum number of people towards the brand. The other role which is played by marketing department is that they create effective content for products and services that attracts and reaches to large number of people. Marketing team also conduct customer and market research which helps in identifying the potential consumers and make them understand about how to perceive the products and services.
RECOMMENDATION
· It is being recommended from the above information that there are various challenges which are faced by McDonalds while running business activities such as globalization and a changing business environment, the continual rise of digitalization, managing reputation, increasing brand awareness and competitiveness, information management; rising expectations of customers etc. In order to remain competitive in market it is necessary to overcome these issues in effective and efficient manner.
· McDonald faces problem related to globalization and changing business environment, for overcoming these issues it is important to understand the customers and the problems which they face in local market. The brand run their business at global level due to which they have to face various issues such as international recruiting, managing employee immigration, incurring tariff and export fees, global expansion difficulties, loss of cultural identity, foreign worker exploitation and many other issues. It is essential for company to overcome these challenges by understanding the global market, identifying the need and expectation of customers and also implementing the laws and legislation which are governed by the government of country. Before expanding business in international market, it is necessary to identify the factors that could influence the strategy and plan of business. The changing business environment also influences the profitability and performance of company. McDonalds must conduct pestle and swot analysis on regular basis in order to identify the business dynamics and also understand the external and internal environmental factors.
· Increasing brand awareness and competitiveness is other challenge which may be faced by company. In order to increase the brand awareness and competitiveness of organisation, it is important to have strong presence of social media platforms, partner with influencers and endorse advertisement with recognized celebrity. McDonald has its strong presence on different social media platforms such as Facebook, Twitter, Instagram and YouTube. But they must focus on posting effective and attractive content on these pages as it helps in influencing customers. People generally get attracted with the content that provides information related to discount, sale or buy one get one free offers. For reaching to maximum number of customers, it is necessary to offer products at low price with high quality that have in gaining competitive advantage and also make successful in market.
· The other challenge which is faced by company is managing reputation, it is essential for organization to focus on managing its reputation as it helps in attracting more and more customers towards the brand and also increases the profitability and growth of business. McDonald is one of the reputable brands but it is important to maintain the brand image within market for long run. In order to manage reputation, company must focus on monitoring their reputation, focus on developing response plan, handling negative comments, build positive image and also measure the results. The reputation of organization generally gets influenced when customer’s gives negative reviews. McDonalds must focus on handling the negative reviews and also collects feedback from employees so that they can maintain and manage their reputation in market.
· Rising expectation of customers is also a biggest challenge which is faced by company, organisation must focus on overcoming these issue as it can create a great impact on the performance and productivity of business. McDonalds must focus on understanding the expectation of customers so that they can create strong customer base and gain competitive advantage in market. In order to meet the expectation of customers, company must conduct market research and also encourage their employees to purchase the product with buyers so that they can understand the issues and interest of consumers.
CONCLUSION
It is being concluded from the above information that customer satisfaction plays a vital role in increasing the profitability and performance of business. It is important for company to focus on satisfying the need and expectation of consumers by offering them product according to their taste and preference. Customer satisfaction helps in reducing customer churn and also reduces negative word of mouth. It also helps in increasing the sale of company and boost brand reputation in market.
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