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1.0 [bookmark: _Toc73710772]Introduction

This report aims to identify issues and factors that led to “The Decline of Marks and Spencer” organisation. 
Starting with Marks and Spencer organisational background, the researcher is firstly finding the main issues, concentrating on one specific issue within an article published by BBC News and individual research.
Focusing on the main issue the researcher is describing the nature, scope and impact of the problem. 
Furthermore, the researcher is conducting a SWOT Analysis to recognise strengths, weakness,  possible opportunities and thread within the organisation.
Lastly, a PESTLE Analysis is directed to identify Macro Environmental factors that might impact the business . 



2.0 [bookmark: _Toc73710773]Main Findings 
2.1 [bookmark: _Toc73710774]Organisational Background 
Mark and Spencer is a very popular British retailer that has extended over the time in  57 different countries with over 1400 stores . M&S was founded in 1884 by Michael Marks, Thomas Spencer. (M & S, 2021). The organisation is selling foods, clothing and home supplies also, provides financial services. 
[bookmark: _Toc73710775]2.2 Main Issues 

	1. M&S customers are not happy with the current clothing line claiming that it does not fit with the old generation either with the young people today`s standards and fashion trends (BBC NEWS, 2020)

	2. M&S is rushing to implement ideas without enough research which previously led to project failure back in 2015. (BBC NEWS, 2020)

	3. Lack of understanding the customer needs/wants due to poor communication and listening. Failing to connect with the customers. (BBC NEWS, 2020)

	4. Continuous change within the business production which makes customer confused and unhappy with the mix of services and products categories. (BBC NEWS, 2020)

	5. Risking to suffer financial damages and have less locations  open due to financial loss  (BBC NEWS, 2020)



The researcher will focus on one specific issue – lack of understanding the customers’ needs/wants and poor communication.

[bookmark: _Toc73710776]2.3 Nature, Scope & Impact

[bookmark: _Toc73710777]2.3.0 Nature 
The main issue identified by researcher is poor communication, sharing information with the stakeholders, and lack of understanding – the reasons for that is not engaging the customers in the research phase of the projects and a huge gap in communication between M&S and their stakeholders . This behaviour makes stakeholders feel upset as they do not receive the service and products required.
Marks and spencer have joined the Trust Pilot review Website in September 2020 - a rating website in which customers are able to share their thoughts by giving feedbacks. The graphic below is based on all data’s register within the Trust Pilot Website since the registration of M&S. (TRUST PILOT, 2021)
68% of the customers rate M&S as bad experience, 7% rates it as a poor, 3% average, 3% great, and 20% excellent. (TRUST PILOT, 2021)

[image: ]
(Trust Pilot, 2021)

According to huge number of reviews Marks and Spencer have only 2.1 out of 5 stars which is considered a low rating. Trust pillow also claims that M&S  “Hasn't replied to negative reviews for the past 12 months”. (Trust Pilot, 2021)
[image: ]

Susan Hodson (a customer) claims that “The staff are at best disinterested, and at worst openly hostile.”, also that is difficult cu communicate with in- store staff members and that M&S failed to listen to its customers wishes . Susan review is giving a feedback of only 1 star. (Trust Pilot, 2021)
An article published by My London News (GOHIL, 2021) shares the negative reaction of the customers when M&S has published a picture that described one of the jeans, they had on sell as “gorgeous”. The customers have raised multiple questions about the lack of diversity and the size of the clothes. Only two petite sized clothing are currently available which disappoints a certain category of customers. 
[bookmark: _Toc73710778]2.3.1 Scope
Firstly, the customers are unhappy, and the lack of communication makes individuals frustration increase day by day .
Secondly, the business (M&S and shareholders) is negatively impacted because the services and products they deliver are not what customer wants/needs. 
Thirdly , all stakeholders (individuals that have interest to be involved in the project) are going to be affected by lack of effective communication.) (Yi , et al., 2017)
[bookmark: _Toc73710779]2.3.2 Impact
First, by miscommunication an organisation risks to compromise the trust-based long relationship that they have built with their stakeholders leading to negative reputation and unwanted conflict . (Yi , et al., 2017) 
Next, M&S will be affected by failing to understand what customers’ needs  excluding a specific target market .This behaviour is leading to financial loss due to the products not being wanted or sold. 
 Huge gaps within the communication process and misunderstandings it is affecting the project performance. ( Ejohwomu, et al., 2017). For example, M&S Cafes used to share free biscuits with tea/coffee services that customers were happy about it. M&S project of reducing waste has affected this particular area as M&S had removed the free biscuits and have been criticised this decision. However, M&S claimed that the free biscuits were still provided on request. (BBC NEWS, 2020). This particular issue shows that M&S failed to communicate the change implemented with their customers leading to misunderstanding and negative feedbacks. 




[bookmark: _Toc73710780]2.4 SWOT Analysis 
SWOT analysis is a tool that helps us to recognise the strengths, weaknesses, opportunities and threads within the organisation. (Humphrey, 1960)
	STRENGTHS 
· Strong brand recognition 
· Long lasting business that customers trust and want to remain loyal 
· Sells in UK and international 
· Owns over 979 stores worldwide 
· Multiple categories of products for different targeted market 
· 1.8 million Instagram followers which are continuously updated  with
· Selling products for any age category 
	WEAKNESS 
· Poor communication and listening skills which makes customers feeling frustrated 
· Losing customers due to the continuous change and increased number of different categories of products that also lacks an effective organisation  
· Not engaging the customers enough resulting in not knowing what customers really want/needs 
· Failing to satisfy customers needs 

	OPPORTUNITIES 
· Improvement in commutation skills – engaging stakeholders in the research and development phase 
· Changing the business approach by making the business more food oriented then clothing- this could result increased selling for a specific targeted market 
· Consider more products made for individuals that have a small size clothing
	THREATS 
· Changing the business approach by making the business more food oriented then clothing- this could result increased selling for a specific targeted market
· Customers disliking the new implementation and refusing to embrace the organisational change – this could lead to the customers choosing a different retailer that can provide what they ask for and satisfy their needs
· Strong competition with cheaper products 


(M&S, nd)



[bookmark: _Toc73710781]2.4 PESTLE Analysis  
The researcher is using PESTE Model to identify macro- environmental factors that could possibly impact the organisation.  (Aguilar, 1967)

	P
	Political
	Brexit might change the way Free Trade Policies are now. It is affecting M&S because it could increase the price of the imported production. 
The decrease of the British Pound value due to the Brexit 
Countries that have specific products banned for consumption. Moreover, increased taxation.
Policies change

	E
	Economic
	Failing to satisfy customer requests will affect the economic factor – the customers disagree with the value for the money on clothing category which could potentially lead the customers to buy from the competitors that provide discounts and cheaper products.

	S
	Sociologic
	M&S is not engaging in researching fashion trends which makes younger customers associate M&S with old fashion style that makes young people uninterested in any clothing product. 

	T
	Technologic
	Online shopping could potentially affect M&S due to the large and diverse number of categories and subcategories of products. Customers might find difficult to navigate through such an amount of content.
Social media –having a high number of followers it is a positive thing but it not if M&S is not fully engaging with customers.

	L
	Legal
	The legislation might affect M&S –  has location in different countries which also have different health and safety policies. M&S must also comply with building regulations.

	E
	Environmental 
	Carbon emissions and deforestation is impacting M&S because of their faming lands. Maintaining their image as a strong brand has pushed M&S to move towards becoming a more sustainable seller.  
Building regulation differ from country to country.




3.0 [bookmark: _Toc73710782]Conclusion 
The research has concluded that the main issue is poor communications and listening skills, affecting both consumers and the organisation.
Marks and Spencer is not bringing customers satisfaction by not involving the stakeholders in the research and development phase of the project risking to lose the long- term trust based relationship they have built and experience more financial loss.
The organisations have received a high number of negative feedbacks from the customers (withing Trust Pilot business rating platform) ignoring customers reviews and failing to provide a satisfying customer service experience to their clients.
The Business is failing to provide an adequate clothing rage that for individuals that have small size clothing (petite). Moreover, M&S has gained a bad reputation that suggest M&S is old fashioned.
Marks and Spencer are facing many micro and macro-economic issues regardless of the strong brand recognition and long-terms business history on the market. 

[bookmark: _Toc73710783]4.0 Reference List
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