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Strategic Analysis of P&G 

Abstract:  

This study delves into the strategic analysis and reshaping of Procter & Gamble (P&G)'s 

strategic direction, particularly in the realm of delivering innovative customer care amidst the 

unprecedented challenges posed by the ongoing pandemic. The primary objective of this 

research is to identify and examine the key factors that significantly impact P&G's operations, 

with a specific focus on the provision of personalized customer care. By employing a range of 

analytical frameworks, such as Porter's Five Forces, Porter's Generic Strategies, and SWOT 

analysis, this study sheds light on P&G's internal strengths and weaknesses, as well as 

external opportunities and threats. 

Moreover, this research explores various strategic options that P&G can consider in order to 

achieve its goal of providing personalized customer care. These options encompass diverse 

aspects, including technological innovation, consumer insights, human resource development, 

innovation ecosystems, and financial management. By leveraging these strategic avenues 

effectively, P&G can enhance its operational capabilities and deliver superior customer care 

experiences. 

The findings of this study underscore the critical importance for P&G to adopt a hybrid 

strategy that combines elements of both cost leadership and differentiation, while placing a 

paramount emphasis on personalized customer care. Such an approach would enable P&G to 

maintain competitive pricing structures without compromising on the quality of its products 

and services, thereby fostering customer loyalty and satisfaction. 

Additionally, the study recommends that P&G prioritize sustainability efforts, nurture a 

customer-centric culture, explore untapped opportunities in emerging markets, and 

continuously assess and adapt the proposed strategy. By incorporating sustainable practices 

into its operations, P&G can contribute to environmental preservation and social 

responsibility, which are increasingly valued by consumers. Furthermore, by fostering a 

customer-centric culture, P&G can create a strong bond with its customers and establish 

long-term relationships based on trust and loyalty. 

In conclusion, by implementing the aforementioned recommendations, P&G can strengthen 

its resilience, achieve sustainable competitive advantage, and emerge as a frontrunner in the 

consumer goods industry. By proactively addressing evolving customer needs amidst the 

pandemic and beyond, P&G can solidify its position as an industry leader, synonymous with 

innovative and personalized customer care experiences. 
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1. Introduction 

In the context of business, strategy refers to a comprehensive plan or approach designed to 

achieve long-term goals and objectives, while considering internal and external factors that 

may impact the organization. It involves making choices and allocating resources to 

effectively position the business in a competitive environment, maximize its strengths, and 

mitigate weaknesses (Ansoff, et al., 2018). A business strategy outlines the direction and 

scope of an organization, identifying its target markets, competitive advantages, and value 

proposition. It involves analyzing market trends, competitors, customer needs, and internal 

capabilities to develop a roadmap for success (David, 2011). A well-defined strategy guides 

decision-making processes, resource allocation, and actions taken by the business to achieve 

its desired outcomes. Business strategies can encompass various areas, including marketing, 

operations, finance, human resources, and technology (Ansoff, et al., 2018). They may focus 

on aspects such as product differentiation, cost leadership, market expansion, innovation, 

mergers and acquisitions, partnerships, or sustainability. Effective business strategies are 

dynamic and adaptable, considering changing market conditions, emerging opportunities, and 

evolving customer preferences (Hunger and Wheelen, 2011). Regular evaluation and 

adjustment of the strategy are often necessary to ensure the business remains competitive and 

responsive to the environment in which it operates. Strategic management refers to the 

process of formulating and implementing an organization's long-term goals and objectives. It 

involves analyzing the internal and external environment, setting objectives, developing 
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strategies, and allocating resources to achieve sustainable competitive advantage (Hunger and 

Wheelen, 2011).  

Procter & Gamble (P&G) is a global consumer goods company headquartered in Cincinnati, 

Ohio, USA. Established in 1837, P&G operates in various areas of household, personal care, 

and health products (Ozkan, 2015). P&G is recognized for its consistent innovation, reliable 

quality, and market expansion capabilities. The company also places a strong emphasis on 

sustainability and corporate social responsibility, aiming to reduce environmental impacts, 

improve sustainability, and enhance communities' lives through various initiatives and 

projects (Ailawadi et al., 2001). In response to the sudden onset emergency caused by the 

pandemic, the senior management team at Procter & Gamble (P&G) has formed a project 

team with the goal of creatively reshaping the company's strategic direction. The team's 

objective is to discover new approaches for delivering innovative customer care, ensuring 

future resilience, and maintaining a sustainable competitive advantage (Ozkan, 2015).  

In response to the sudden onset of a pandemic, the project team aims to creatively reshape the 

strategic direction of the company by conducting a thorough strategic analysis and critically 

evaluating strategic options for delivering innovative customer care. Through a 

comprehensive examination of the external and internal factors, the team will develop a 

strategy that ensures future resilience, sustainable competitive advantage, and personalized 

customer care. The proposed strategy will consider the wider implications on different areas 
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of the organization, enabling the company to adapt, thrive, and maintain its market leadership 

in a rapidly changing business landscape. 

 

2. Strategy statement and strategic analysis of Procter & Gamble (P&G) 

2.1 Strategy Statement 

Procter & Gamble's strategy statement can contain the following three themes: 

1. Core objective: P&G's core objective is to improve people's lives by providing superior 

products and solutions. This reflects P&G's mission, vision and goals to provide consumers 

with high quality products that meet their needs and exceed their expectations through 

innovation and excellence in execution (Luca, 2019). 

2. Scope of organisational activities: P&G operates globally across a wide range of industries 

and market segments. Its major areas include consumer products, personal care, home care, 

and health and fitness. P&G's strategy statement should identify its involvement and 

expansion plans in these areas, as well as its strategic focus in different regions and markets 

(Lafley and Martin, 2013). 

3. Unique Strengths or Capabilities: P&G has several unique strengths and capabilities that 

enable it to achieve its core objectives and succeed in a competitive market. These strengths 

may include global leadership in research and development and innovation, a broad product 

portfolio and brand portfolio, a strong supply chain and distribution network, and an in-depth 

understanding of consumer needs. P&G's strategy statement should highlight these strengths 
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and capabilities and explain how they will be used to achieve the organisation's objectives 

(Luca, 2019). 

 

In order to conduct a thorough strategic analysis of this organisation, strategic tools such as 

Porter’s Five Forces, Porter’s Generic Strategies and SWOT are used to provide a better 

understanding of where this company is in terms of strategy.  

 

2.2 Porter’s Five Forces 

Porter's Five Forces is a framework developed by Michael E. Porter, a renowned economist 

and professor at Harvard Business School. The framework is used to analyze and assess the 

competitive dynamics and attractiveness of an industry. It helps organizations understand the 

competitive forces at play and make strategic decisions accordingly (Grundy, 2006). 

The following is an analysis of P&G's strategy based on Porter's Five Forces: 

i. Threat of New Entrants: P&G enjoys extensive brand recognition and a global 

distribution network, which presents a certain level of difficulty for new entrants. 

Additionally, P&G invests significant funds in research and development, innovation, 

and advertising, which raises the barriers for new competitors entering the market 

（Dobbs, 2014; Poter, 2008）. 

ii. Bargaining Power of Suppliers: With its economies of scale and global procurement 

capabilities, P&G has strong bargaining power in negotiations with suppliers. 
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Moreover, the company has established long-term relationships with many suppliers, 

ensuring supply chain stability and product quality (Dobbs, 2014; Shi, 2021). 

iii. Bargaining Power of Buyers: P&G faces relatively high buyer bargaining power. 

Consumers have a wide range of choices in retail channels and are highly 

price-sensitive. Therefore, P&G needs to maintain product quality, innovation, and 

marketing activities to attract and retain customers (Poter, 2008; Shi, 2021). 

iv. Threat of Substitutes: P&G faces the threat of substitutes in many product categories. 

Consumers may choose products from other brands or seek alternative solutions. As a 

result, P&G needs to continuously innovate and offer products with differentiation 

and unique value to counter substitute competition (Shi, 2021; Prasad and Warrier, 

2016). 

v. Intensity of Competitive Rivalry: The consumer goods industry is highly competitive, 

and P&G faces numerous competitors globally. These competitors include other large 

multinational companies and local brands. To maintain a competitive advantage, 

P&G actively competes through innovation, brand building, marketing, and 

cost-effectiveness (Prasad and Warrier, 2016; Grant, 2015). 

2.3 Porter’s Generic Strategies 

Porter's Generic Strategies, proposed by Michael Porter, are a strategic framework used to 

help businesses determine their competitive advantage and positioning. Porter identified three 

generic strategies from which companies can choose one or more to achieve long-term 

competitive advantage (Akan et al., 2006). 
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i. Cost Leadership Strategy: P&G can leverage its extensive global supply chain and 

procurement capabilities to pursue a cost leadership strategy. By optimizing 

production processes, implementing efficient supply chain management, and 

achieving economies of scale, P&G can lower its production and distribution costs. 

This cost advantage can enable P&G to offer competitive prices to price-sensitive 

consumers and maintain profitability while capturing a larger market share (Crandall, 

Parnell and Nathan, 2012). 

ii. Differentiation Strategy: P&G has a diverse portfolio of well-established brands 

across various consumer product categories. The company can leverage its strong 

brand recognition, research and development capabilities, and consumer insights to 

pursue a differentiation strategy. By continuously innovating and offering unique 

product features, superior quality, and customer-centric solutions, P&G can 

differentiate its products from competitors and attract consumers willing to pay a 

premium for added value (Viltard, 2017). 

iii. Focus Strategy: P&G can also adopt a focus strategy by targeting specific consumer 

segments or niche markets. For example, P&G could focus on segments with specific 

needs, such as environmentally-conscious consumers, by offering sustainable and 

eco-friendly product lines. By tailoring products and marketing efforts to the unique 

requirements of these segments, P&G can establish a competitive advantage and 

build strong customer loyalty (Bolland, 2017). 
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2.4 SWOT 

SWOT analysis is a commonly used strategic management tool to assess the internal strengths, 

weaknesses, and external opportunities and threats of a company or organization （Doherty 

and Lu, 2012）. 

Strengths: 

i. Strong Brand Portfolio: P&G has a diverse and well-established brand portfolio, 

including popular household names like Gillette, Pampers, Tide, and Pantene. These 

brands enjoy high recognition and consumer trust globally, providing P&G with a 

competitive advantage (Song, 2022). 

ii. Research and Development Capabilities: P&G has a robust research and development 

function, allowing for continuous innovation in product development and 

improvement. This helps P&G stay ahead of market trends and meet evolving 

consumer needs (Song, 2022). 

iii. Global Presence and Distribution Network: P&G operates in multiple countries and 

has a widespread distribution network, enabling its products to reach a wide range of 

consumers across different regions (Boadu, 2017). 

iv. Strong Supply Chain Management: P&G has an efficient and resilient supply chain, 

ensuring reliable product availability and timely delivery to meet consumer demand. 

Weaknesses: 
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i. Dependency on a Few Categories: P&G has a significant dependence on a few core 

categories such as personal care, home care, and baby care. This concentration 

exposes the company to risks associated with market fluctuations in these specific 

sectors (Mikołajewska, 2020). 

ii. Slow Adaptation to Changing Consumer Preferences: Due to its large size and 

bureaucratic structure, P&G may face challenges in quickly responding to rapidly 

changing consumer preferences and market trends. This may hinder its ability to 

capture emerging opportunities. 

iii. Product Recalls and Quality Issues: P&G has faced occasional product recalls and 

quality issues in the past, which can damage brand reputation and consumer trust 

(Mikołajewska, 2020). 

Opportunities: 

i. Growing Demand for Sustainable Products: There is an increasing consumer 

preference for environmentally friendly and sustainable products. P&G can capitalize 

on this trend by expanding its offerings of sustainable and eco-friendly products 

across its brand portfolio (Rahman, Kazi and Sourav, 2012). 

ii. Expansion in Emerging Markets: P&G has the opportunity to expand its presence in 

emerging markets, where rising disposable incomes and evolving consumer lifestyles 

present significant growth prospects (Sherman, Rowley and Armandi, 2007). 
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iii. Digital Transformation and E-commerce: The growing importance of e-commerce 

and digital platforms provides an opportunity for P&G to enhance its online presence, 

reach a wider customer base, and deliver personalized experiences to consumers 

(Pratik, Singh and Mehta, 2023). 

Threats: 

i. Intense Competition: P&G operates in highly competitive markets with the presence 

of both global and local competitors. This competition poses a threat to P&G's market 

share and pricing power. 

ii. Economic Volatility: Economic downturns and fluctuations in exchange rates can 

impact consumer spending and affect P&G's sales and profitability. 

iii. Regulatory Changes and Trade Barriers: Changes in regulations related to product 

safety, environmental standards, and international trade agreements can pose 

challenges for P&G's operations and market access (gepner, Tien and Minh, 2022). 

 

2.5 External and Internal analysis for better customer care 

Based on the above analysis, a further comprehensive analysis of P&G is required for 

enhancing customer care.  

External Analysis: 
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i. Market Analysis: The pandemic has led to changes in consumer behavior, such as 

greater focus on health and hygiene, increased online shopping and spending at home. 

Procter & Gamble needed to assess how these changes would affect its product 

demand and market share. Consumer demand for cleaning and hygiene products such 

as hand sanitizers, disinfectants and household cleaning products has increased 

significantly during the epidemic (Boadu, 2017). Procter & Gamble should seize this 

trend and strengthen the research and development and marketing of related product 

lines. During the epidemic, the market competition pattern may change. Procter & 

Gamble needs to evaluate competitors' strategic adjustments, the emergence of new 

competitors, and possible innovative measures taken by competitors. This helps P&G 

understand how to maintain a competitive advantage and gain new market share 

(Dodgson, Gann and Salter, 2006). The pandemic presents an opportunity for P&G to 

innovate in customer care. For example, new disinfection products can be developed, 

online shopping and delivery services can be provided, and consumers can interact 

more closely through digital platforms.  

ii. Competitive Analysis: P&G should analyze the strategic adjustments taken by 

competitors during the epidemic. For example, competitors may invest more in 

hygiene and cleaning products to meet new consumer demands. Procter & Gamble 

needs to evaluate competitors' strategies in terms of market positioning, brand 

communication and sales channels, and determine whether corresponding 

adjustments are needed to maintain a competitive advantage (Tyan and Wee, 2003). 
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Procter & Gamble should conduct a comprehensive evaluation of competitors' 

products. This includes comparisons of product features, quality, innovation and 

sustainability. By understanding the strengths and weaknesses of competitors' 

products, P&G can identify gaps in its own offerings and look for opportunities for 

improvement. With respect to competitors, P&G needs to identify their strengths and 

weaknesses (Sakkab, 2002). Competitors may have advantages such as a unique 

product portfolio, broad market penetration, strong brand recognition, or an efficient 

supply chain. At the same time, Procter & Gamble should also pay attention to the 

disadvantages of competitors, such as the lack of marketing strategies, the weakness 

of brand image or the fragility of supply chain. By evaluating competitors' strategies, 

products, and strengths and weaknesses, P&G can identify potential threats. For 

example, Procter & Gamble's competitive advantage could be challenged if 

competitors grow rapidly and gain market share in emerging markets. Procter & 

Gamble needed to take timely steps to maintain its competitive advantage and find 

new opportunities for growth (Schrader, Freimann and Seure, 2012). 

iii. Technological Analysis: Examine the technological advancements that can reshape 

customer care and enhance P&G's ability to deliver innovative solutions. Consider 

digital platforms, automation, artificial intelligence, and data analytics as potential 

enablers，Procter & Gamble could consider leveraging digital platforms to deliver 

innovative customer care (Boonstra, 2006). By establishing an online platform or 

mobile application, P&G can interact more closely with consumers, providing 
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personalized product recommendations, user feedback and problem solving. Digital 

platforms can also provide consumers with a convenient shopping experience and 

customized services. Procter & Gamble can leverage automation to improve 

efficiency and consistency in customer care. For example, automated production lines 

can improve the stability and responsiveness of product supply. In terms of logistics 

and distribution, automated warehousing and distribution systems can ensure timely 

delivery and accurate order processing (Sarkar and Costa, 2008). Procter & Gamble 

could also consider leveraging AI technologies to enhance its ability to create 

innovative solutions. By applying technologies such as machine learning and natural 

language processing, P&G can develop intelligent customer service systems for more 

efficient question answering and personalized user experience. AI can also help 

analyze big data, gain insights into consumer behavior and trends, and provide P&G 

with more precise market insights (Gospel and Sako, 2010). Procter & Gamble can 

make good use of data analytics to improve customer care. By collecting and 

analyzing consumer data, P&G can understand consumer needs and preferences, and 

provide targeted and personalized products and services. Data analysis can also help 

Procter & Gamble conduct market forecasts and trend analysis, and support 

decision-making and innovation strategy formulation (Gospel and Sako, 2010). 

iv. Socioeconomic Analysis: During the epidemic, consumers' consumption habits have 

changed. For example, consumers have increased demand for health and hygiene 

products and increased reliance on online shopping and consumption at home. 
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According to these changes, Procter & Gamble can adjust its product mix, marketing 

and sales channels to meet the new needs of consumers. The pandemic may have an 

impact on the economic situation of consumers, leading to changes in purchasing 

power (Lafley and Martin, 2013). Procter & Gamble needs to assess changes in 

consumer purchasing power and adjust product pricing, promotional activities, and 

marketing strategies accordingly to meet the needs of different consumer groups. The 

pandemic has intensified concerns about sustainability. Consumers have higher 

expectations for products that are environmentally friendly and socially responsible. 

Procter & Gamble can respond to consumer expectations by reducing environmental 

impact, offering sustainable products, and pursuing socially responsible programs, 

and integrating sustainability at the heart of its corporate strategy (Brown and 

Anthony, 2011). By understanding the impact of the epidemic on socioeconomic 

factors, P&G can adjust its innovation strategy. For example, increase investment in 

the innovation of hygiene and cleaning products, launch environmentally friendly 

product series, and provide diversified shopping experiences and services to meet the 

new needs and expectations of consumers (Epstein and Buhovac and Yuthas, 2010). 

Internal Analysis: 

i. Organizational Capabilities: Procter & Gamble has a wealth of R&D expertise and 

innovation capabilities. Through continuous research and development, Procter & 

Gamble can provide innovative products and solutions to meet the changing needs of 
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consumers. P&G can use its research and development expertise to continuously 

launch innovative products and services related to consumer needs in the context of 

the epidemic (Chesborough, 2017). Procter & Gamble enjoys a good brand reputation 

worldwide. Its brand has a high degree of recognition and trust in the minds of 

consumers. P&G can use brand reputation to differentiate itself in delivering 

innovative customer care to attract and retain consumers. Procter & Gamble has an 

extensive global distribution network that enables its products to cover the global 

market (Sun, 2022). This powerful distribution network provides Procter & Gamble 

with a broad market channel, enabling it to quickly introduce innovative products to 

the market to meet consumer demand. P&G has a strong supply chain resilience to 

address challenges and uncertainties. During the epidemic, Procter & Gamble was 

able to flexibly adjust the supply chain to ensure smooth product supply and logistics 

processes to meet the needs of consumers (Sun, 2022). 

ii. Financial Analysis: Analyze Procter & Gamble's financial indicators during the 

epidemic, such as revenue, profit, cash flow, etc., to understand its performance and 

stability. Assess aspects of a company's financial health, debt levels, cash reserves, 

and profitability. Review Procter & Gamble's resource allocation during the epidemic, 

including capital expenditures, R&D investments, and marketing investments 

(Chesbrough, 2017). Assess the company's ability to invest and determine whether 

sufficient funds and resources are available for innovative customer care and strategic 

development. By analyzing P&G's cost structure and operating efficiencies, 



 18 

determine if there are potential areas for cost optimization or reallocation. This may 

involve optimization of production costs, procurement costs, logistics costs, etc. to 

improve efficiency and save money (Brown and Anthony, 2011). 

iii. Human Resources: Assesses the skill and knowledge levels of P&G employees, 

including professional skills, industry knowledge, and innovation capabilities. 

Consider the expertise of employees in different fields, such as research and 

development, marketing, supply chain management, etc., to support the 

implementation of innovative customer care (Salzano, 2023). Assess the adaptability 

and flexibility of Procter & Gamble employees to see if they can adapt to changing 

environments and market demands. This includes employees' ability to learn, adapt to 

new technologies and changes, and make decisions and act under uncertainty. Learn 

about Procter & Gamble's talent management strategy, including recruitment, training, 

performance management, and employee development. Assess whether these 

strategies align with the company's innovative customer care and changing needs to 

help attract, retain and develop innovative and adaptable employees (Agafitei and 

Avasilcai, 2015). 

iv. Innovation and Research: Identify areas for further innovation, potential partnerships, 

or collaborations that can drive the organization's strategic direction in customer care. 

Examines Procter & Gamble's innovation history, including innovative products, 

services, and solutions introduced in the past. Learn about Procter & Gamble's 

innovative capabilities and success stories in different fields, and how these 
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innovations provide differentiation and added value to customer care (Philavanh, 

2013). Learn about current research projects that Procter & Gamble is conducting, 

especially those related to customer care. This can involve developing new products, 

improving existing products, exploring new technologies or solutions, etc. Evaluate 

the progress and potential impact of these research projects to identify areas of 

innovation for Procter & Gamble in customer care (Farasyn et al., 2011). Determine 

areas for further innovation based on the review of Procter & Gamble's innovation 

history and research projects. This could be areas related to consumer needs in the 

context of the pandemic, such as health and hygiene, sustainability and digitalisation. 

Understand the market opportunities and potential profit points in these areas to drive 

Procter & Gamble's strategic direction in innovative customer care (Vanhaverbeke 

and Chesbrough, 2014). Consider collaborations with other organizations or partners 

to accelerate innovation and drive strategies in customer care. This could be a 

partnership with a technology company, startup, academic institution or industry 

leader. Assess the expertise and resources of potential partners to identify 

opportunities that align with P&G's strategic goals (Epetein and Buhovac and Yuthas, 

2015). 

2.6 Evaluate strategic options for more personalized customer care 

Based on the above analysis, clear options could be proposed: 

Technological innovation: 
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 Develop an integrated digital platform that allows customers to interact with 

P&G, provide feedback, and receive personalized recommendations. This 

platform can leverage advanced technologies such as artificial intelligence and 

machine learning to understand individual preferences and deliver tailored 

product suggestions (Philavanh, 2013). 

 Implement automation in customer care processes, such as chatbots or virtual 

assistants, to provide real-time assistance and personalized support to 

customers. Automation can help improve response times and enhance the 

overall customer experience (Farasyn et al., 2011). 

 Utilize data analytics to gather and analyze customer data, enabling P&G to 

identify patterns and trends, and offer personalized promotions, discounts, or 

loyalty programs tailored to individual preferences (Tuan, 2015). 

Consumer Insights: 

 Conduct comprehensive market research and consumer surveys to gain deeper 

insights into customer preferences, needs, and behavior. This includes 

understanding their preferred channels of communication, shopping habits, and 

desired product attributes. 

 Utilize customer feedback mechanisms, such as online reviews and social 

media monitoring, to gather real-time insights and adjust customer care 

strategies accordingly. Actively engaging with customers on social media 



 21 

platforms can also foster a sense of community and personalized interaction 

(Tuan, 2015). 

Human resources and training: 

 Invest in training programs to enhance the skills and knowledge of customer 

care representatives. Provide them with the necessary tools and resources to 

deliver personalized customer care, including active listening, problem-solving, 

and empathy. 

 Foster a customer-centric culture within the organization by emphasizing the 

importance of personalized care and encouraging employees to go the extra 

mile to meet customer needs. 

 Implement performance measurement systems and incentives that align with 

the goals of personalized customer care, recognizing and rewarding employees 

who excel in providing exceptional customer experiences (Salzano, 2013). 

Innovation ecosystem: 

 Foster strategic partnerships with technology companies, startups, and 

academic institutions to access cutting-edge technologies and expertise. 

Collaborative efforts can lead to the development of innovative solutions for 

personalized customer care. 

 Establish open innovation platforms or incubators that encourage external 

collaboration and the exchange of ideas. This can help P&G stay at the 

forefront of emerging technologies and consumer trends (Sun, 2022). 
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Financial and Resource Management: 

 Allocate sufficient financial resources to support the implementation of 

personalized customer care strategies. This includes investments in technology 

infrastructure, employee training, and research and development. 

 Regularly review and optimize resource allocation to ensure efficient use of 

available resources. This may involve reallocating budgets or reallocating 

personnel to focus on personalized customer care initiatives (Chesbrough, 

2017). 

 

2.7 Wider implications of proposed strategy on different areas of the organisation 

1. Organizational culture and values: Implementing a strategy for more personalized customer 

care will have broad implications for organizational culture and values. This may involve a 

culture of innovation within the organization, customer orientation values and a commitment 

to continuous improvement and learning. Organizations need to encourage employees to be 

customer-centric throughout the organization and provide resources and support to make this 

happen (Song, 2022). 

2. Business processes and operations: A more personalized customer care strategy will have 

an impact on business processes and operations. Procter & Gamble needs to redesign and 

adjust business processes to support the delivery of personalized services and customized 

needs. This may involve increased agility and adaptability of the supply chain to meet 

changes in the needs of different consumers (Datta, 2010). 
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3. Organizational structure and teamwork: Implementing a more personalized customer care 

strategy may require adjustments to organizational structure and teamwork. Procter & Gamble 

may need to create cross-functional teams that facilitate information sharing, collaborative 

work, and cross-functional collaboration. This will foster better teamwork and knowledge 

sharing for more personalized customer care goal (Bolland, 2017). 

4. Technology infrastructure and data management: A strategy to achieve more personalized 

customer care requires a strong technology infrastructure and effective data management. 

Procter & Gamble needs to invest in digital platforms, data analysis tools and information 

security systems to support the implementation of personalized services. At the same time, 

ensuring data privacy and compliance is key, and proper data management and protection 

mechanisms need to be established (Dodgson, Gann and Salter, 2006). 

5. Performance management and metrics: Implementation of the strategy will involve 

redefinition of performance management and metrics. Procter & Gamble needed to identify 

appropriate KPIs to measure the effectiveness of its personalized customer care strategy. This 

could include metrics such as customer satisfaction, repeat purchase rates, accuracy of 

personalized service delivery, and more. 

 

To sum up, the implementation of a more personalized customer care strategy will have a 

wide-ranging impact on P&G in terms of organizational culture, business processes, 

organizational structure, technical infrastructure, and performance management. To 

successfully implement this strategy, P&G needs to fully consider and adapt to these 
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influences, and ensure coordination and alignment in different areas to achieve strategic goals 

and optimize customer experience. 

 

3.Recommendation 

Based on the analysis of Procter & Gamble (P&G) using various strategic frameworks, the 

following recommendation is proposed: 

1. Embrace a Hybrid Strategy: P&G should adopt a hybrid strategy that combines 

elements of cost leadership and differentiation. While maintaining cost leadership 

through efficient supply chain management and economies of scale, P&G should 

continue to differentiate its products and services to stand out in the highly 

competitive consumer goods industry. This will allow P&G to offer competitive prices 

while providing unique value and addressing consumer needs. 

2. Focus on Personalized Customer Care: P&G should prioritize enhancing personalized 

customer care initiatives. This can be achieved by leveraging technological innovation 

to create a seamless and personalized customer experience. Investing in digital 

platforms, automation, and data analytics will enable P&G to gather valuable 

customer insights, provide tailored recommendations, and improve customer 

interactions. By utilizing consumer insights and building an innovation ecosystem 

through strategic partnerships, P&G can stay ahead of evolving customer preferences 

and offer personalized solutions. 
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3. Strengthen Sustainability Efforts: P&G should further integrate sustainability into its 

corporate strategy. This involves expanding its range of sustainable products, 

minimizing environmental impact throughout the value chain, and addressing growing 

consumer expectations for eco-friendly and socially responsible choices. By focusing 

on sustainability, P&G can differentiate itself, attract environmentally conscious 

consumers, and contribute to a greener future. 

4. Foster a Customer-Centric Culture: P&G should foster a culture that prioritizes 

customer-centricity throughout the organization. This entails investing in employee 

training and development to enhance customer service skills, promoting a deep 

understanding of consumer needs, and empowering employees to provide exceptional 

personalized care. Creating incentives and performance measurement systems that 

align with customer satisfaction metrics will reinforce a customer-centric mindset 

across all levels of the company. 

5. Expand into Emerging Markets: P&G should seize opportunities in emerging markets 

where there is significant growth potential. By leveraging its global presence and 

distribution network, P&G can introduce its diverse product portfolio to new 

consumer segments. Conducting thorough market research, adapting products to local 

preferences, and establishing strategic partnerships with local entities will help P&G 

capture market share and establish a strong presence in these regions. 

6. Continuous Evaluation and Adaptation: P&G should establish a system for continuous 

evaluation of market dynamics, consumer behavior, and competitive landscape. 
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Regularly assessing the effectiveness of strategies and adapting to changing trends and 

challenges will ensure P&G remains agile and responsive. This includes monitoring 

technological advancements, consumer feedback, and regulatory changes to 

proactively adjust strategies and maintain a competitive edge. 

4.Conclusion 

In conclusion, this study has conducted a comprehensive strategic analysis of Procter & 

Gamble (P&G) with a focus on reshaping its strategic direction to deliver innovative customer 

care in the face of the pandemic. Through the utilization of frameworks such as Porter’s Five 

forces, Porter's Generic Strategies and SWOT analysis, key insights were gained into P&G's 

strengths, weaknesses, opportunities, and threats. 

The analysis highlighted the importance of embracing a hybrid strategy that combines cost 

leadership with differentiation, allowing P&G to offer competitive prices while providing 

unique value and addressing consumer needs. Furthermore, prioritizing personalized customer 

care through technological innovation, consumer insights, and a customer-centric culture 

emerged as critical elements in achieving a sustainable competitive advantage. 

The study also emphasized the significance of integrating sustainability efforts, expanding 

into emerging markets, and continuously evaluating and adapting the proposed strategy. By 

leveraging its strong brand portfolio, research and development capabilities, global presence, 

and robust supply chain, P&G can position itself as a leader in the consumer goods industry. 



 27 

In conclusion, by implementing the recommended strategies, P&G can enhance its resilience, 

stay ahead of market trends, and maintain a sustainable competitive advantage in delivering 

innovative customer care. The ability to adapt and innovate amidst the challenges posed by 

the pandemic will be crucial for P&G's success in meeting evolving consumer needs, driving 

growth, and securing a bright future in the dynamic business landscape. 
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