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Executive Summary 
The report has presented a detailed situation analysis of M&S by conducting a SWOT analysis. The analysis highlighted its store network and brand reputation as its major strengths, whereas opportunities for market expansion and catering to sustainable-minded customers remain for the company’s growth. On the downside, the cybersecurity attack and its poor customer reviews serve as its weaknesses. High inflation and intense competition pose as threats to the company’s success in the industry. The positive and negative impacts of these factors on the strategic decisions of the company have been analysed in the report.  
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SWOT, the acronym for strengths, weaknesses, opportunities and threats, is a model used to analyse a company’s position in the market (Benzaghta et al., 2021). In this report, SWOT will be used to analyse M&S's current market situation and its impact on its success and decision-making. M&S, operating in the UK retail industry, was formed by Michael Marks in 1884 (M&S, 2025). Its primary products include clothing, groceries, food and beverage, appliances and more. As one of the leading retailers, the company holds 3.9% food market share and 10.5% clothing market share in the UK. It has a workforce of more than 63000 colleagues and generated £13.9 billion in revenue (M&S, 2025). 
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	Strengths 
	Weaknesses 

	· The major strength of the M&S lies in its global presence and huge number of stores. The organisation has approximately 1053 owned and franchise stores, which enables it to cater to a broad customer base (M&S, 2025). 
· M&S has been able to develop an immense brand presence, especially across the UK. This has helped the company be awarded as the brand of the year in 2024 (Ritson, 2024). 
	· One critical weakness of M&S is its vulnerability to cyberattacks and external threats, which reflect the incapability of the company’s IT department in handling issues. For example, a recent cyberattack on the company forced the company to stop taking online orders for a whole week. This resulted in the company losing millions every day (Butler and Milmo, 2025). 
· Poor customer service can be deemed as another major weakness of the company. From online customer reviews, it is found that the majority of consumers in the UK have rated it one star out of five, complaining about poor quality of products, inefficient customer service and more (Trustpilot, 2025). 

	Opportunities 
	Threats 

	· As the number of international markets of M&S is only over 32, this presents significant opportunities for growth to the company (M&S, 2025). It can strengthen its global presence by expanding its market into unexplored foreign markets. 
· In the UK, consumers are becoming increasingly attuned to sustainability needs. This is reflected in 64% of Britons who have shown willingness to pay 10% more for sustainable foods and drinks (YouGov, 2024). In this accord, 
	· High inflation rate can be a major threat to M&S. Although the inflation rate in the country remained unchanged at 3.8% as of September 2025, the rate has steadily increased in the last couple of months (Trading Economics, 2025). 
· The competition in the UK retail industry is intense, and the sector is dominated by players like Tesco, Sainsbury’s, Amazon, Asda, Aldi, and more (Retail Economics, 2025). The high competition will directly impact the strategic decisions of the company.   


Table 1: SWOT Analysis
(Source: Created by the learner)
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Figure 1: Inflation Rate, UK
(Source: Trading Economics, 2025)
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The impact of the aforementioned factors on the company’s strategic decision-making is immense. The positive and negative impacts that can arise due to these factors are discussed below. 
Positive Impacts 
Profitability and Customer Reach: M&S’s market presence with a copious amount of stores and franchisees helps the organisation to attain success in the market. This allows the company to serve a wide selection of customers across the UK. This is a great factor driving success for the company. For example, Davey (2024) reported that the profit of the company soared by 58% in the previous year. Henceforth, expanding its reach to new foreign markets can further increase the company’s reach to customers, which can also drive the sustained financial performance of the firm. 
Competitive Advantage: As mentioned by Ritson (2024), the company has been recognised as the Brand of the Year, following its five-year-long transformation. Its constant brand revitalisation has helped the company to position itself more effectively over its competitors. Mai, Nguyen and Nguyen (2021) advocated that in today’s competitive world, the reputation of a firm is essential for it to attain success. As the company faces intense competition in the UK retail market, strong brand recognition and reputation can enable it to gain a competitive edge. 
Sustainability Impact: The sustainability-mindedness of consumers has a significant influence on the decision-making of M&S regarding sustainability initiatives. The sustainability policy of the company is clear evidence of the influence. This aligns with the Triple Bottom Line (TBL) theory, which proposes that balancing a company’s social, environmental and financial domains is the way to grant organisational success (Nogueira, Gomes and Lopes, 2023). To address the company’s responsibility towards the environment and society, it has devised Plan A, which entails the company’s approach towards attaining net zero across its value chain by 2040. It also addresses its priority to achieve sustainable profitability and make a positive contribution to the environment (M&S, 2025). 
Negative Impacts 
Hampering Customer Relationship: The negative customer perception of M&S is highly likely to influence its relationships with customers. According to the expectancy-disconfirmation theory, people’s satisfaction with a product or service is determined by comparing it with their expectations and the performance delivered by the goods (Boihang and Yessoufou, 2022). In accordance with the theory, the poor service or quality of products of M&S fails to live up to the expectations of customers. This can also affect the company in retaining customers. 
Impact on Sales: Although M&S is currently performing financially, the rising inflation rate and its cyberattack might have an adverse effect on its financial performance. The company already lost millions of pounds due to the cybersecurity attack (Butler and Milmo, 2025). Additionally, rising inflation rates impact the operational costs due to the increased prices of raw materials. This, in addition, negatively affects customers' purchasing power, resulting in increased pessimism about the economy (McKinsey & Company, 2024). 
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According to the SWOT analysis conducted on M&S revealed that the company’s strategic decisions and success can be heavily influenced by its brand recognition, store network and sustainability policies. Conversely, its relationship with customers can be affected by its poor customer reviews and cyberattacks. The rising inflation is another negative factor that can influence its success and strategic decisions. 
Recommendations
· It is recommended to M&S to invest in enhancing its product quality and customer service to maintain positive relationships with customers. 
· The company can also make strategic decisions regarding market expansion to gain international success. 
· Lastly, investing in security measures to protect itself from external cyberattacks can also suffice the company to ensure success. 
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