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[bookmark: _Toc8238616]Executive summary
This report is provided as the consultancy of the E-computer to help their aim and objectives. According to the requirement of this business that is mention on aim and objectives, the E-computer analysis by some marketing analytics tools such as SWOT and PEST to define strategies of the business. To achieve the purpose of this analysis by using SWOT analysis investigating two external factors and then another two internal factors. After collecting data from it by using PEST analysis tools Get more information about the other external factors. These methods of research are including secondary research. For further information and deeply research providing questioners to collect data from inside of the business and analysis more that is the primary research method. Next, based on the collected information some recommendation provided and the conclusion is existing at the end of the report to mention more about significant elements to have a successful business.   
[bookmark: _Toc8238617]Introduction
E-computer is a small computer repair shop in Swansea. The E-computer aim is attracting new customers and retains old customers. To achieve this purpose, this report focused and presents the analysis of A computer's internal and external environment factors also inset analysis the current marketing strategies and to get a better understanding of the factors that effect on the business we will use the PEST, SWOT, also we would collect the data from primary and secondary research (Kmet, Lee and Cook, 2004). In the end, we will provide some recommendations based on the analysis of the customer's demand and services which we did in this report.
[bookmark: _Toc8238618]Analysis of the Market Environment to gain more customer
The number of computer and communication equipment repair businesses that are about 4915 business existing in 2018 in the UK. Organizations and technical consulting services are currently worth £47.3 billion and the forecast is showing fast growing that is 3% annually and increasing £54.9 billion in 2022-23 (IBIS World, 2018). 
These statistics show the repair market is valued and can get more customer to have successful business and E-computer is no an exception. To protect your business, require having knowledge about the aspect of business that including internal and external factors. SWOT analysis is a significant method to recognize and better view of your business (Hill and Westbrook, 1997) that can help the business grow and increase the customer by advantage of business opportunities. The SWOT analysis is counting strengths, Weakness, Opportunities and Threats.

[bookmark: _Toc8238619]Strengths
Computer technology every day grows up faster than before and middle of this race the companies growing up fast or disappear for a mistake. Computer devices or communication devices are requiring services to work well and data on these devices be sure safe but the most user and even educated users have the same problem when the device is not working well or broken, what happened to my data. Computer repair is the most technical section that can help the user to repair devices and recover the user’s data. E-computer is one of the repair’s shops that helps customer to repair devices in Swansea. They repair all type of laptop, PC, notebook, tablets, TV phone, etc. They have a professional core and assist the customer with the right consulting and structuring. They are using appropriate equipment to repair devices. They have an excellent team of certified and highly qualified and skilled computer repair engineers and specialists. Aside from the co-operation that be present in their carefully selected staff.  They have flexibility in pricing and availability to sell the first/second-hand computer products. They are specialist to repair Apple devices and will be guided the customer by top performs, but still, attempt to collect information or involving to the training courses. knowledge, information and have professional employee are the keys to the success in this business. E-computer can positively compete in the highly competitive E-computer repair service business. The competitive advantages are experience, welcoming faces and lies in the power of our team; their workforce. On the other hand, they have some skill in repair devices that few people can do in this city such as repair and recovery data of apple and Microsoft devices (E-computers, 2010). 
[bookmark: _Toc8238620]Weakness
In SWOT analysis, weakness is a significant factor that should focus on it to improve the business. E-computer has competitors that can have comparable offer services in the same area. After comparing the competitor websites, E-computer website has poor design and quality and also not compatible with SEO which would be the reason for the low review. On the other hand, the website is not updated, does not have a price listing page and selling page. E-computer has a small shop and space is not enough to serve customer, reception, workshop and storage. Perhaps their major weakness as a computer repair company in Swansea, highly competitive E-computer repair services industry already saturated and it might take some time for our group to break into the market and increase receiving devices from top profile clients. Cash flow is another weakness that they require cash to promote themselves as they want.

[bookmark: _Toc8238621]Opportunities
No doubt, the opportunities in this business is enormous considering most company and organization have a connection with technology and the internet and computers is the main parts of it and depend on computers. Therefore, they are prepared to take benefit of any opportunity that is existing in the business. Some opportunities provided in past advances in the tech repair business and same situation opportunities will provide in future advances for who wants to take advantage in this business. According to the increasing users of tablets, laptops, PCs and smartphones, the opportunities available to serve services in a new market and help to increase the income and attract more clients. Nowadays, cloud services are increasing because cloud computing growing fast and opportunities available to have more contract with a reliable company. This is a major competitive benefit for small business and repair shop. The competitive price is always making opportunities to compete with other competitors. The E-computers prices are affordable and flexible which is leading increase customer demand. E-computers have low risk because of the certified and highly qualified team.   

[bookmark: _Toc8238622]Threat
As an external factor, Threats have a high position in marketing strategies because they have a direct effect on the business if do not define and recognize them. E-computers is no exception about it and always threats make issues and barriers in the marketing process. The competitors providing the same services and product that E-computers promote already. New regulation and rules impact with business and increasing the prices which reduce customer and make more barrier in marketing. The other repair computer business targeting existing customer and client with new offers to attract them or might want to implement a similar business model. Same as other business, one of the most important threats is an economic recession that they possible to face with and will have effects on budget power for purchasing/costs. Computer science and experience help computer producer to make more reliable devices that are probably effect on repair business because they are more reliable and using high performances technology to reduce statistics repair devices. These technologies are shrinking dramatically repair businesses.    
[bookmark: _Toc8238623]Analysis of the external environment market
Pest analysis is the way to better understanding the external factors environment (Blery, Katseli and Tsara, 2010). The market and competitors of E-computer is analysis by PEST that is including political, economic, social, technological. PEST research helps the business to get more detail information about the position in the market and the environment how can have an effect on performances of the business. Collecting theses information identify the opportunities and improve the trend of the business in the market.  

[bookmark: _Toc8238624]Political 
Base on the PEST analysis that political factors are external environment factors and affecting on PC and repair market (Koumparoulis, 2013). The government changing the policy that has a massive impact on the current PC and repair market such as deal with the EU to have more easier than before to access the UK market. The minimum wages increase this year and it means the customer has more income and can afford to buy a computer (GOV.UK, 2019). The government have more program to increase the knowledge of computer science between UK resident and it is leading to increasing demand to buy computer and services. Perhaps, it has an effect on increasing the clients and grow the request for services (Gov.uk, 2017). The other decision made by the government to allocate a specific budget to equip the schools with the latest technology equipment such as PCs, tablets, projectors, etc. Hence, the demand to buy newer computer and services increasing and providing opportunities to have a service contract with them (Wightwick, 2019). 

[bookmark: _Toc8238625]Economical
Inflation and recession are two main factors in economics that have a direct effect on business and lifestyle (Sammut-Bonnici and Galea, 2015). Inflation is leading to increasing rent, interest rate, material cost, etc. According to inflation, the prices are increasing because the budget and power of cost going down and force businesses to maintain income, attempt to increase the prices of the services. Inflation decreases the purchasing budget of consumers except employee wages rise upon changing the level of inflation. It is clear that, If the economic growth, this would encourage businessmen to set up a computer company and this would growth competition in PC and repair business. Small businesses living on loans from banks or other financial sources (Sutter, 2013). Recession and inflation have a direct connection and effect on each other directly. So, a small business that using the loan to improve themselves went to the more debt and expenses growing up. Some E-computer products and services are expensive, and consumer prefers to pay off my credit or loan. So, according to the high-interest rate, consumer reduced, and computer and repair businesses income decrease (BBC, 2019).

[bookmark: _Toc8238626]Social
Social factors are another external factor that includes areas such as population growth, knowledge level and other social-cultural aspects. These problems will have an effect on the kind of clients in a market and request. Educations have a direct relationship between the education level and request for computers. Computers are added and became part of lives, young and old generation getting more familiar with technology and computer and because of that, the customer demand is increasing. These requests leading factory and company to make different product and allow the consumer to have a variety of different choices and these ideas make a bigger market for computer business. Social media is another social factor because of advertisement and new lifestyle advert in social media at a high level. So, advertisement increase temptation between the social user and on the other hand using social media increasing rapidly. The requirement to access social media is computer or devices can operate social media programs such as Facebook and Instagram (HO, 2014). As long as consumer of social media increasing, the PC and repair market growing up as well. Nowadays social media is the famous place for advertisement and companies attempt to have more advert in that area to introduce themselves and services.  
 
[bookmark: _Toc8238627]Technological
Technology influence in our life and feel need to use technology is increasing every day. This feeling leads companies to make a new product to support more communication program, music players, video games consoles, etc. During this development of technology database and storage, data have a big role in increasing businesses. Some businesses by using this opportunity, build up their company to support and services database and protect storage such as cloud services, antiviruses, external storage. The computer software’s regularly updated and expanded. These changes push the consumer to by new products that have more capacities to store data (Kipling’ at, 1999). These developments expanded to lots of devices especially smartphones, laptops and become to the TV’s as well. When internet technology innovated, the massive impact happened in marketing and the entire world that makes lots of opportunities because the companies can have more services and do services online instead of doing face to face services. the small business such as E-computer by using these technologies can expand a business without high cost such as online shopping pages, selling products and services online (Gregory Alyssa, 2018).
[bookmark: _Toc8238628]Analysis of the current marketing strategies
In this section, analysis the current marketing strategies based on customer value and what kind of services they providing currently. 
[bookmark: _Toc8238629]What does the company do currently?
E-computers have several services that are listed below to show the capability of the business:

· Software and Hardware Repairs and Maintenance services (All Brands)
· Build and Installation computers
· Upgrading system and Cloning 
· Networking services
· Repairing smartphones, tablets and gaming consoles
· Virus removal and cleaning
· Data recovery
· Sales and Supply computer and accessories 
· Consulting services 
· Diagnostic and troubleshooting 

E-computer have no fix, no fee services that means an inspection is free. They always have flexible prices for who can not afford high price repairing. They have communicated with the customer before to repair devices to avoid surprise the clients. The opening time is expanded to cover more busy clients. They have delivery and pick up devices as a free offer and also can guide the customer on the phone to avoid time wasting. the other services that most old people attracted are online services and providing information to help clients for devises issues. They have fast services to repair who needs emergency help, but normally they repair devices fast. Their technical consulting provided without cost. They focused on the quality of services and reduce the cost of repairing to help customer to afford the prices. This business covers a large area that is including Swansea and suburb such as Gorseinon, Neath Port Talbot. Selling new and refurbished product is part of their job. These services provided for office and home users. E-computer creates contracts with small and medium businesses to maintain and repair their networks and system. E-computer can build custom personal computers according to client requirement for home PC users and the business use such as gaming PC, video editing PC. 

[bookmark: _Toc8238630]How is the customer value the current marketing strategy?
E-computer believed to reach the goal and access to a high level of customer satisfaction, it is required to reach the point of customer expectation. Satisfying client expectations will make value and absorb more consumers. This satisfaction creates a line for more profit and income (Storbacka, Strandvik and Gronroos, 1994). A satisfied client will keep a powerful connection with the business and become a loyal client. When the client comes to the business first connection and welcoming is the best way to give the client a reliable feeling and this feel is value able in marketing strategy. The behaviour of the owner and staff is a significant part of starting a relationship with the client and it is making the shape of business in their mind for the long term. After that these clients recommended the business and nothing stronger than word of mouth can advertise the business. Listening is a big part of the relationship because the client required to explain the situation as much as they can pass their feeling to the staff of the business and if this chance is given to the customer to finish the speaking, the staff can help them easier because they rely on the staff advice and can leave device assured. Ignoring clients ruined the relationship and value of the customer. The clients that have a contract value able for the business and should be calm with them and do promises on time to receive good feedback from them. Repeating question and answer relating the same issues with client and loss connectivity with them are badly affected by the relationship and value of the customer. The business can feel the value and benefit of communication with clients. If the business owner or manager does not care about the value of the customer the name of the company disappear from clients and effect on reputation (Payne and Holt, 2001).
[bookmark: _Toc8238631][bookmark: OLE_LINK3][bookmark: OLE_LINK4]Analysis of the customers demand and derived services
As a consultant chose the primary market research because this kind of research clear information deeply and near to reality. These information’s are unique and help in improving products and services. In below, some questions provided that gave to the customer as a questioner to answer and these answers help the researcher to achieve the aim of the research. These questioners filled up by 10 people.

1. How old are you? 
2. Are you Male or Female? 
3. Are you home pc user or business user?
4. How have you heard about us? 
5. Where do you learn about our business?
6. How often do you come to our shop?
7. What kind of services would you like to use?
8. What kind of other services would you like to use?
9. What kind of electrical devices do you have?
10. Are Did you recommend us to your friends? yes or No
If the answer is yes, say why? and If your answer in the previous question is No, please tell me what is your reasons?

According to the first question, the average of the customer age was between 30 to 60 years old which 80% younger than 50 years old and 20% over 50 years old. That is showing the old customer are already involving to using technology and it is good news. The second question is clearing the group of clients. That is 70% women and 30% men. The other question showing which kind of customer needs more services. 40% of the customer were business user and 60% were the home user that is showing most of the business client are the home user. Next question designed for the target of advertisement which is 30% of them find us through the website and yellow page advertisement online, 10% see the shop because they lived in the same area and 60% encourage by word of mouth that recommended by friend or family. 90% of these answerers after finding us, they google them and read the review on google. 70% of them came for the first time and just 30% come back again for services. The next question, it is showing 20% required to remove viruses and service the computer, 40% the computers and laptops do not turn on, 10% come to upgrade the PC’s and 30% have smartphone and tablet that screen was broken. So, we can see the smartphone repair request is increasing and most of the client has a problem with laptops. Customer prefers to buy the anti-virus and original charger and software repair and upgrade the system. The clients mostly have at least 3 devices like computer, phone and TV and some have more such as tablets. The clients highly recommended them because the prices are affordable and fast services with high quality.
[bookmark: _Toc8238632]Recommendation
As a consultant, according to this information recommend extending the space or find a bigger place that useable and operational for a crowded time in future. On the other hand, the contract is making a fixing income that can rely on it to have more employee and cover expenses. The website is not suitable and needs to rebuild again with a new structure that coves the business requirement for example selling online. Online shopping store such as eBay and Amazon help the business to receive cash and it will solve the cash flow issues. Add more professional employee, create the ability to expand the business. New offer should offer base on lack on this city to make more income Focus on students is another possibility to increase the income such as students discount because Swansea city serves more than 30000 students (Clements, 2018) a year which are studied in Swansea University (Swansea University, 2019) and University of Wales Trinity Saint David (UWTSD, 2019) and some colleges. Advertisement is another issue for E-computers because word of mouth is not enough, and they should focus on social media to achieve better clients.     
[bookmark: _Toc8238633]Conclusion
IT business is growing fast and technology changing the face of the services as much as before and rapidly growing. According to the analysis and information, opportunities are always available and change because new technology making big question mark in some client’s mind and it not easy to solve for them. This requirement non-stop appears and will exist. In conclusion, that business will be successful to have knowledge about their job and providing the right solution to prevent threats in now and future. On the hand, marketing tools help the business owner or manager to keep them update and find better marketing strategies especially, computer and repair business. All business has issues and barrier to moving forward and small business are no exception, just the size and model of issues different in different business. To solve these issues, require a bright mind, perseverance, rely on information to solve them and move forward to be successful and achieve the aim and objectives.
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