





Contents

Executive Summary	1
Introduction	3
Current Strategic Management	4
Current Strategy at Peter Morgan	7
PEST Analysis	8
Political	8
Economic	9
Social	9
Technological	10
SWOT Analysis	11
Strengths	11
Weaknesses	12
Opportunities	13
Threats	14
Red and Blue Ocean Strategy	15
COVID-19	16
Hyper personalization	17
Landscaping for customer care	18
Technology Systems	18
Customer Service & Employment	20
Recommendations	22
Conclusion	22
References	24



[bookmark: _Toc59095513]Executive Summary 

Peter Morgan Estate and Lettings Agents is a traditional estate agency that covers the south wales area. It prides itself on its customer service and has around 25 employees within the organization. 
Analyzing the strategic management of the company through matrixes such as PEST Analysis, SWOT Analysis and Blue Ocean thinking, highlights the internal and external areas of the company which need improvement following the Covid-19 pandemic and offering a more personalized customer care strategy in order to gain sustainable advantage and ensuring future resilience.  
Following the PEST analysis elements such as Brexit, Interest rates, unemployment levels and social demographics have an impact on the macro economics. SWOT analyses the Weaknesses and Threats of the business internally and externally in order to nullify any threats and weaknesses as well as enhancing the strengths and opportunities. Blue Ocean Strategy allows the company to move into an unknown market space to reduce competition. 
Analysis the three strategies above allows Peter Morgan to create a new strategic plan, especially after the negative impacts of COVID-19 -19, a worldwide infection disease which was classed as a pandemic situation globally on 11th March 2020. 
Purchasing a home is the biggest purchase an individual will make within their lifetime and by to adapting and changing the way the company operates to achieve hyper personalized customer care is imperative to the company’s future operations.  It is the enhanced step of serving individual customer needs as customer expectations have changed with many resorting to digital channels for products and services. 
To ensure a resilient and competitive advantage against the backdrop of a pandemic, Peter Morgan needs to invest in an online transparency portal for real time updates to its clients, upgrading employees to a hybrid office-work environment resulting in a more uniform workforce and by restructuring fees and service packages to allow customers to ‘build their own package.’ 
A combination of implementing these strategic changes will ensure the company moves into a Blue Ocean company by making competitors irrelevant and thus resulting in competitive advantage. 
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Peter Morgan Estate and Lettings Agents has been established since 1980 operating within the South Wales area. It offers a traditional estate agency experience from providing home valuations, marketing a property, conducting viewings, and guiding buyers and sellers through the full process of home exchange. They also liaise with many external sources such as solicitors, surveyors, and mortgage brokers on behalf of their clients. 
Peter Morgan prides itself on being the only trading standards approved letting agent within the towns where they operate in addition to being a family run business for the full duration of its business entity. It is classed as a small-medium enterprise as the company by UK definition consists of fewer than 250 employees, in which Peter Morgan Estates has fewer than 30 employees, inclusive of its directors. Revenue is made through a one-off payment received at the end stage of the house sale process and the company turnover is just shy of £1 million per annum. 
The company currently operates a very low strategic management process due to the current company structure however this report will look at various matrix’s such as SWOT analysis, Blue Ocean Strategy, and PEST analysis to determine where the company currently sits within the market and what recommendations can be provided to reshape the strategic direction of the company to gain competitive advantage and by delivering and innovative customer care. 
The Covid-19 pandemic has been disastrous for many sectors in the economy, one of which includes the housing market. The national lockdown which began in March 2020 saw the housing market come to a halt as no viewings or house transactions were able to take place within this time. Additionally, there have been many negative impacts following the pandemic such as decline in mortgage rates and availability, buyer demand, seller demand and employment issues within the organization.

[bookmark: _Toc59095515]Current Strategic Management  

Henry Mintzberg defines strategy as a “plan” - some sort of consciously intended course of action, a guideline (or set of guidelines) to deal with a situation. By this definition strategies have two essential characteristics: they are made in advance of the actions to which they apply, and they are developed consciously and purposefully.” (Mintzberg, 1992)
Strategic Management is the management of an organization and the use of its resources to achieve goals and objectives by planning, monitoring and analysis. The Strategic Management process enables companies to look at their current situation internally and externally to analyze the effectiveness of the implemented management strategies and make relevant changes. Essentially, it is the foundation of decision making. 
Strategic management was established in the 1950s – 1960s and the concept was derived from prominent personalities such as Peter Drucker, Alfred Chandler, Igor Ansoff and Philip Selznick. Through the efforts of these individuals, strategic management was recognized as an educational and cooperate discipline. (Entrepreneur Handbook , 2019)
There are three main components of strategy which are Corporate-Level strategy, Business- Level strategy and Functional-Level strategy. Figure 1 shows the Strategy Pyramid. 
[image: Three Levels of Strategy Pyramid]Figure 1: 





Source: (Business-to-you, 2020)
Business-Level strategy is the ability to gain competitive advantage against in rivals within a particular market. To establish a company’s position within the external environment, in this case Peter Morgan Estate Agents, a PEST analysis and Blue Ocean Strategy will be used. 
Functional- Level strategy is the strategy aimed at the effectiveness of a company’s operations through different departments such as Human Resources, Marketing and Research and Development. By aligning these department strategy methods this will contribute to the overall business strategy and work towards one company vision. 
Corporate-Level strategy is a multi-tiered process for managers and busines owners to define a plan of action, hit a specific target and achieve business goals. It is the top of the planning pyramid and the main purpose of the business. This level of decision making will affect the whole business, and potentially its successfulness. 
Peter Morgan Estate and Letting agents, uses a variety of these strategies within its organization, however this analysis will show its current position in the market and following analysis of the various strategies, the decisions the company can make to gain a better competitive advantage following the most recent global pandemic Covid-19. 







[bookmark: _Toc59095516]Current Strategy at Peter Morgan 

To evaluate the current strategic position of a company, it is important to understand the organizational structure. Figure 2 shows the current organizational structure. 
Figure 2

Source: Accounts and HR Manager at Peter Morgan 
As per the above diagram, the company is a currently operating within a hierarchical structure, meaning that majority of the control and decision making are by the directors Jonathan and Peter Morgan and narrower spans of control the further down the organizational chart. 
Currently the director Jonathan Morgan makes all executive company decisions such as marketing strategies and marketing platforms including social media, branding, new product launch, technology systems, employment and many more. Currently very minimal input comes from other staff members, management, or senior management. 
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CIPD defines a PESTEL analysis as a framework that offers insight into the external factors impacting an organization and gives professionals and senior managers a guide on strategic decision-making. (CIPD , 2020) The acronym PEST, from the term PEST analysis, stands for: Political, Economic, Social and Technological.  It is one of the commonly applied methods that offers succinct analysis of business’ performance and objectives against external factors.  This section of the report will use PEST analysis to analyze the external factors faced by Peter Morgan Estate Agents. 
[bookmark: _Toc59095518]Political

Government interference in the economy including BREXIT, political instability, and tax changes, are all political factors that affect the housing market. BREXIT has had a detrimental impact on the UK housing market, meaning economic uncertainty for many years to come.  Furthermore, focus on BREXIT is likely to stretch Government resources and distract from other policy areas, such as welfare and housing.  This has attributed to turbulence within the market at the beginning of 2020, especially with the approach of the BREXIT deadline. However, the outbreak of the COVID-19 pandemic has placed tremendous pressure on the government to act, and therefore, several cuts and policy changes attributed to a market boost.  
According to which.co.uk, ‘At the start of this year, Brexit jitters posed the biggest threat to house price stability, with the possibility of changes to the Bank of England base rate and no-deal after the Brexit transition period bringing uncertainty to the market. But then the COVID-19 outbreak happened, bringing about two emergency cuts to the base rate in the space of eight days in March, as well as a seven-week shutdown of the property market. The government’s move to temporarily cut stamp duty has brought the market back to life’. (Which.co.uk, 2020)
Albeit the afore mentioned government emergency cuts, and the ever growing uncertainly over which way the markets will turn post COVID and BREXIT, mortgages rates have remained competitive.  However, lender precaution, driven by the economic impact of the pandemic, has seen a reduction in mortgage availability for individuals with lower deposits. 
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The strength of the housing market is determined by multiple economic factors, some of these include economic growth/ decline, unemployment, and interest rates. Higher economic growth is often accompanied by an increase in employment, and therefore, an increase in wages. Growing wages allow people to spend more on housing, thus boosting prices and increasing application.   
Interest Rates have a major impact on the UK housing market and changes in interest rates have detrimental effect on an individual’s ability to purchase a property.   The lower the interest rates fall, the cost of obtaining a mortgage will be lower, thus creating higher demand for property and therefore increases house prices. Adversely, the higher the interest rates becomes, the more it costs to secure a mortgage, thus creating lower demand and prices for property. 

[bookmark: _Toc59095520]Social 

When analysing housing market fluctuations social factors such as demographics, increase in ethnic minorities and austerity must be taken into consideration. 
Alongside an expanding older population comes an increase in the frail elderly, thus there is an increasing need to provide additional and specialist support.  Furthermore, with the advancements in medical treatments, life expectancy has grown and therefore is placing strain on the mainstream housing sector and stretching the social housing sector.  Additionally, an ever-increasing population increased the demand for housing therefore giving increase to house prices. 
Consideration must be given to an increase in ethnic minorities and immigration.  According to data published by the Office of National Statistics ‘in the last 25 years we have seen immigration put house prices up by approximately 20%’.  The increase in demand for housing has attributed to a significant increase in pricing.   Furthermore, ethnic minorities and immigrants can have an impact over time on the culture and nature of communities.  (Office for National Statistics , 2018)

[bookmark: _Toc59095521]Technological 

Technological advancements including email subscription, marketing websites, search engines, widespread internet access and SMS alters have increased marketing outreach further than ever before. Furthermore, the advancement in GPS technologies such as Google Earth have advanced customer interactivity and inclusion, making it easier to find the latest properties. Agents can develop independent websites and specific social media pages, again increasing marketing outreach and encouraging customers to provide feedback, share and interact. 
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A SWOT Analysis is a list of a business’s strengths, weaknesses, opportunities, and threats. It is a tool for existing business to assess a changing environment to respond proactively. Strengths and weaknesses are elements of a company’s internal processes whereas opportunities and threats are elements of the external market. 
[bookmark: _Toc59095523]Strengths 

1. Reputation and Brand awareness - Currently within the South Wales area, Peter Morgan brand is well established, unlike some other agents. The company has been trading over 30 years, this gives confidence to clients. They are perceived as providing a better service and providing more value which results in allowing them to charge a higher premium in comparison to its competitors. Peter Morgan is not a low-cost company and is one of the more expensive estate agents in comparison to local competition however the strength of the reputation and service provided results in customers paying the higher premium as the company is trustworthy and delivers good quality service. 

2.  All in house services – Peter Morgan prides itself on the vast number of services it can provide in addition to selling homes which is its main revenue stream. Within its head office they also have an onsite tax advisor, financial service advisor for mortgage and life insurance information and a rental department. Again, in comparison to competitors they do not provide many of these services ‘in-house’. Therefore, if a client requested any form of information within the housing market the services provided in addition to the wealth of knowledge of management build a great relationship with the client, thus resulting in client- confidence.


3. Marketing facilities – Peter Morgan has a strong online presence. Online shopping and research have gradually changed globally over the years. Whilst Peter Morgan Estates does not provide a product for purchase, it is still important to advertise services available. This a key element for clients to choose the business to sell their home. The growing rate of technology and social media allows businesses the company to specify what marketing strategies to use and when to post them on various platforms to capture the right audience. Currently the business uses an external marketing company to provide content and market correctly on behalf of the company to obtain maximum results. 

[bookmark: _Toc59095524]Weaknesses  

1. Current Staff – As seen in Figure 2, there are currently 25 employees within the company. In accordance with Equality Act 2010 it has a very diverse range of staff.  However, employees with a considerable amount of service become complacent, thus resulting in disengagement from work and unable to use initiative. The wealth of knowledge from longer serving staff members is unfortunately becoming void as technologies and a more intensive customer care overtakes. 

2. Lack of technologies usage – Currently the IT systems used within the organisation is built specifically to the business needs however staff using these systems are inconsistent throughout the various branches therefore delivering different levels of customer service.  For example, updating clients on the house sale progress can vary between 4 weeks and 6 weeks depending on the branch, thus having a considerable difference in customer care and customer insecurity.  


3. Set fee structure – Currently Peter Morgan estate agents fees are a fixed fee. For example, any house that is marketed under £195,000 has a 1% plus VAT fee totalling £2,340.00. Properties marketed over this cost are still charged 1% plus VAT fee. These fees are non-negotiable and all services for the sale are carried out in the same way regardless of fee cost and house sale price. 

4. High Monthly Expenses – Each physical branch/ department has their own set of monthly expenses such as rent, rates, memberships, salaries, and other expenses. This could be reduced if the company worked in a more streamlined way such as homeworking. This would result in lower monthly costs and higher profits. This money can be redistributed to activities which contribute to generating revenue. 

[bookmark: _Toc59095525]Opportunities 

1. Expand Geographically – The business currently operates within a small segment of the South Wales market and is limited to the areas in which offices are located. However, with evolving technologies and the ability to work from home, the cost outlay per branch can be re-distributed to IT systems and training whereby staff can penetrate other market areas such as the rest of Wales, thus resulting in providing a more robust pipeline to fund company growth.

2. Competitor closures - Peter Morgan will have an opportunity to capitalize on competitor closures as a result of Covid-19. The Office for National statics suggests that as of 1st November 2020 5.7% of Real Estate companies ceased trading, 5.7% have temporarily stopped trading and the remaining 88.6% continue d trading. There is 11.4% of the market that is available to be capitalized on. (Statistics, 2020) 


3. House Price Increases - Which suggests that the UK property market has been on the rise, this is largely due to the stamp duty holiday provided by the government as a result of COVID-19. HMRC states that just over 105,000 transactions took place in October 2020 which is the highest number recorded since 2016. (Maunder, 2020) Estate Agencies can capitalise on the house price increase however this could be a short-term opportunity as experts are still uncertain of the long-term market, mainly due to the coronavirus financial support schemes and stamp duty cut will shortly come to an end. 

[bookmark: _Toc59095526]Threats 

1. Mortgage Rates reduced – Since the outbreak of Covid-19 there has been a limited number of mortgages available. Pre-pandemic levels saw banks offering 95% mortgage rates, however this reduced dramatically to 85%.  Those with 5%-10% deposits have been the worst affected. Additionally, lending criteria and rules have become stricter therefore mortgage advisors having limited available products on the markets on behalf of their clients. 

2. Supplier Costs – Estate agencies have still been responsible to satisfy supplier invoices despite Covid-19 rendering them unable to trade for a period due to the pandemic. Suppliers such as Rightmove, Zoopla and other external marketing companies who have continued to advertise on behalf of Estate agents nationally, have still expected payment, though at a reduced rate. The outlay of such costs which has not been utilized fully is negatively affecting cashflow of the business.

 
3. House purchase supply and demand - Supply and demand is very fragile in the housing market in general, however made worse by the global pandemic. Following the October 2020 mini boom, many experts suggest that the property sector and house prices next year will fall dramatically resulting in a higher demand from those who have luckily been unaffected by the Covid-19 pandemic. However, persons affected by furlough schemes, reduced working hours and general impact to household income will have an increased financial struggle should they wish to move home or purchase their first property. 

SWOT Analysis is widely used to strategically plan throughout a business; however, it does have a certain element of limitations. One of these limitations is that certain factors can fall into one or more of the Strengths, Weakness, Opportunity, or Threat. Therefore, it is important to use a variety of matrixes to determine the best course of action for the business. Strengths and weaknesses evolve and as the market changes, and with it, the threats, and opportunities in the area. By creating a plan of action that goes with the analysis, this will add to the strategic management. 

[bookmark: _Toc59095527]Red and Blue Ocean Strategy 

Figure 3 shows the differences in Red Ocean Strategy and Blue Ocean Strategy. 
[image: ]
Source: (Blue Ocean , 2020)
Blue Ocean thinking is the ability to create a new market through differentiation and eliminating any competition. It revolves around searching for an area where few (or none) firms operate and no pricing pressure to find rapid growth opportunities and high profitability. Currently Peter Morgan operates within the Red Ocean thinking as the industry is very competitive with an overabundance of agents competing for a limited market. The industry is so heavily focused on its competition that it loses sight its customer needs. 
Value innovation is the most important factor when creating blue ocean space which is a combination of increasing customer value and decreasing price. The key to creating a Blue Ocean space is a shift from competition to customer.  

[bookmark: _Toc59095528]COVID-19 

Coronavirus, also known as Covid-19, is a worldwide infectious disease. The disease spreads through droplets of saliva when an infected person coughs or sneezes. Whilst most people only experience mild discomfort, any person who has any underlying health issues are more likely to suffer serious illnesses, and potentially leading to death. The World Health Organization, WHO, classed this as a pandemic situation on 11th March 2020. Globally, by 30th November 2020 there have been a total of 63,231,139 cases confirmed and 1,467,928 deaths. (World Health Organisation , 2020) In addition to the implication to people’s health, the outbreak of Covid-19, which began in December 2019, has had a severe economic impact to many businesses and organizations. The pandemic has forced many businesses to close, leading to disruption for the sectors, the housing market included. Many businesses face challenges such as health and safety, supply chain, workforce levels, customer demand, sales, and marketing issues.  

Purchasing a home, is the biggest purchase an individual will make in their lifetime, the process has not been made easier by the coronavirus pandemic. For buyers, sellers, and estate agencies there are numerous elements of uncertainty when it comes to the housing market, those that include house prices, buyer and seller supply and demand and continual changing mortgage restrictions. 
[bookmark: _Hlk59030362]At such a crucial time in the economy it is important for estate agents to move away from the horizontal thinking and working, to adapting and changing the way the company operates to achieve hyper personalized customer care. 
‘Companies have to go beyond the twentieth-century definition of great in terms of their growth strategies, operating models, and organizational structures, building a new twenty-first century forms of advantage”  (Arindam Bhattacharya, 2020)
Currently Estate agents have had to change their way of working to adhere to social distancing measures set out by the UK government. This includes limiting physical viewings where possible. Should any viewings need to take place personal protective equipment such as gloves and facemasks to be worn, avoiding touching any surfaces and all internal doors and surfaces cleaned after viewing taking place. This is also the case for any house valuations prior to commencement of marketing a property. 
Currently there is a greater risk of house exchange delay if any party should need to isolate of show symptoms of Covid-19 meaning any further house viewings after purchase may not be possible or contractors and workmen, surveyors, and mortgage brokers will be unable to attend the property for similar reasons.  

[bookmark: _Toc59095529]Hyper personalization 

Following the initial shock of the Covid-19 pandemic, many businesses were forced to make rapid decisions in the way it operates whilst adhering to government guidelines. Decisions such as home working and enhanced IT procedures were put into place to ensure the continuity of the organizations, however many businesses used this global pandemic to thrive, whilst unfortunately others did not. 
[bookmark: _Hlk59030401]Hyper personalization or ‘care of one’ is fundamentally important following the recent crisis. It is the enhanced step of serving individual customer needs. Customer expectations have changed with many resorting to digital channels for products and services, meaning that the hyper personalization is more critical than ever. Hyper personalization consists of four elements; knowing your customers, reacting to customers before they need you, integrating technologies across all channels and implementing real-time agent tools. (McKinsey, 2020)
Peter Morgan prides itself on its customer service levels including building and sustaining client confidence however the company is building on current procedures to overcome the downturn in revenue meaning the company could be at risk of remaining in a red Ocean strategy. It is important to analyze the PEST and SWOT analysis, paired with Blue Ocean thinking strategies to change the way in which the company operates to ensure two elements: becoming market leader and hyper personalization.  

[bookmark: _Toc59095530]Landscaping for customer care

[bookmark: _Toc59095531]Technology Systems 

Information and Technology processes are one of, if not, the main elements to ensure complete customer transparency. As per the SWOT analysis, lack of usage of technology systems, staff complacency, fee structure and monthly expenses all highlight the areas which need improving. Additionally, the external threats such as varying mortgage rates, the supply and demand levels and supplier costs need to be nullified. 
The current computer systems within Peter Morgan are basic, at best. They currently allow each member of staff to access the information based on the accuracy and detail input by employees. This creates a whole scenario of problems throughout the house exchange process. The technology used needs to be fully overhauled to meet the new level of customer expectation. The best way to achieve this and to nullify the negative elements, is to create and online customer portal where all transparent information is produced for staff and customers to access, whilst adhering to GDPR laws. It will be a fully integrated system which will allow mortgage advisors, solicitors, and estate agencies to update customers in real-time.  
The very first stages of accessing the portal are the most crucial as it will allow customers to decide what level of service, they expect in comparison to cost, and how Peter Morgan employees can tailor their customer service skills to that client.   New and existing clients will be able to speak to either an employee or if more comfortable, to process everything online.  For example, at initial stages of either buying or selling a home, a comprehensive questionnaire will be made available to determine the most important factors to that client; including personal information, areas where they are looking to buy/sell, how often they want to be contacted, best methods of contact and lastly a list of what actions they wish to be carried out by third parties, such as viewings, contract exchange, solicitor decisions etc.  It would even include aspects such as household income, children, credit liabilities which would be available for internal mortgage advisors to advise if they are in the right financial position to buy/sell a property. By doing this, Peter Morgan will establish what type of client there are based on their personal situation and offer a white glove service by using a cross-departmental visibility. 
Throughout the property exchange process, this portal would have daily/weekly/monthly updates from estate agents, mortgage advisors and solicitors depending on customer preference meaning that all communication is driven by Peter Morgan.  Bringing in a system which allows customers to build their own package, will allow Peter Morgan to become flexible on costs, rather than having fixed prices. For example, should a vendor want zero input when selling/purchasing a house, a higher premium would become payable, whereas if a customer wanted to be more ‘hands-on’ within the process the premium could be lowered. This would fit perfectly with hyper personalization and building packages to suit customer needs and offers value innovation. 
A comprehensive system as mentioned above would eliminate many of the weaknesses and threats identified resulting in a more streamlined approach within the organization. By increasing the usage and quality of IT systems, this would reduce need for staff, reduced the need for unnecessary branches and reduce supplier costs. Since the 1990s, (in line with technology improvements) companies have reduced the size of their workforce by using technology to complete many of the functions previously completed by humans. Bringing more elements internally will allow larger elements of control and less need for external companies, again thus reducing external costs.  
Whilst a large proportion of cost saving is available, it would need to be balanced by the input costs of a highly efficient system.  By adapting to this way of working, the company naturally will progress into Blue Ocean company.   There are no agents currently within the UK, that use this type of system as all elements of house exchange are separate.  

[bookmark: _Toc59095532]Customer Service & Employment 

The response to Covid-19 has already had a transformation on workplaces. In addition to digitalizing relationship between employees and customers, it has also digitalized the relationship between employer and employee. Those businesses that did not adapt quickly are at higher risk of business closure and financial implications. 
In addition to the way the IT systems are reshaped, there should also be a level of consideration for the workforce behind the current structure. Current employees are limited to the branch in which they work, resulting in the area they work. E.g., Employees within the Bridgend branch only cover Bridgend area and no others. This is a very inefficient way of working and therefore needs to be adapted to post-COVID-19 strategic management. 
Home working has become large scale for knowledge-based sectors, such as housing market. This is mainly due to the job being administration based.  BBC Work life state ‘More than half of the global workforce is working remotely and as the pandemic continues to threaten health, we are looking at a prolonged period of hybrid working – from home and office in different proportions’ (BBC Worklife , 2020) There are many positive impacts homeworking has had on businesses and employees: 
1. Employee flexibility resulting in becoming more productive 
2. Conferences, meetings and online training and webinars on Zoom, Microsoft Teams, Skype, Google Hangouts, TeamViewer are more likely to capture more employees. Within the first three months Zoom user base grew by 67% with 50 million downloads within the first 3 months. (Statesman, 2020)
3. Eliminates the need for numerous offices resulting in lower overheads for the business 
4. Saving on commuting time resulting in reduction of stress. Transport emissions are naturally decreased following the Covid-19 restrictions, which have reduced the amount of air pollution, noise pollution, traffic deaths and injuries. 
However, all positive elements named above are subject to being sufficiently monitored and personal discipline thus not to be complacent. This could be done in the form of creating a department to monitor individuals input levels or alternatively re-structuring manager roles to include monitoring techniques.  Additionally, some sources suggest that some employees can feel isolated and lack of technical and emotional support as well as lack of day-to-day social interactions.  Some staff may also feel unable to work from home due to home-life situations which should be discussed with HR department. 
Peter Morgan should restructure the current employee workforce by promoting a hybrid work-office environment. This would allow all staff members to have the option to work from home in a structured rotation with homeworking equipment provided to maximize productivity, in addition to attending an office once weekly/bi-weekly. The overall benefits of hybrid working give much flexibility to employee and employers as well has having a more uniform workforce. There is an opportunity to remove any bad habits and inefficient processes and opportunities for digital transformation are expansive and wide-ranging. The senior management departments will be able to maintain alignment empower teamwork across all disciplines and locations. 
The reshaped workforce would have primary focus on resolving customer queries and additionally allowing the company to expand to areas outside of South Wales. 


[bookmark: _Toc59095533]Recommendations

In summary, the following recommendations are provided for the company to ensure a resilient and sustainable competitive advantage against the backdrop of a pandemic: 
1. Investing in an online transparency portal for clients, employees, mortgage advisors and solicitors to provide customers real-time updates on the progress of their house sale/purchase. The company should be completely digitalized for ease of use allowing the company to cut external costs as well as expanding business to areas other than South Wales. 

2. Upgrading employees to a hybrid work-office environment resulting in lower company overheads, reducing stress levels of employees, and reducing transport emissions. Overall, this will result in a more uniform workforce. 


3. Hyper-personalised service by building and restructure the fee and service element of the business to allow customers ‘build their own package’ to suit customer needs and build value innovation.  
[bookmark: _Toc59095534]Conclusion 

In conclusion, following the Covid-19 pandemic worldwide, it has become apparent the transition for a hyper personalisation and customer care is imperative.  The enhanced step of customer care of serving customer needs alongside the shift in customer expectations to achieve a competitive advantage. 
Following analysis of a SWOT, PEST and Blue Ocean Strategy, to achieve this, Peter Morgan needs to restructure is current strategic management system to allow for better use of IT systems to update customers in real time, the transfer of its workforce to a hybrid work-office environment and restructuring its fees and service levels.  
The business needs to use the recent global pandemic to create a new strategic plan to ensure a resilient and competitive advantage and if actions are not taken, in the uncertain t would be likely the company would be at risk of closure.  
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Align the whole system of a firm’s activities with
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