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Task 4 

McKinsey’s Seven S Framework 

Strategy  

 John Lewis state that 5% of customers account for 50% of sales but face the 

challenge of realisation that the 5% do not remain the same every year. 

Customers are shopping both online and offline, so John Lewis are looking at 

total sales in catchment areas. They found that customers are researching 

products online and then buying in store and vice versa. The advantage of 

buying in store is that customers will be served by owners of the business which 

creates an authentic service (Marketing Week, 2014). 

Staff 

John Lewis (John Lewis & Partners, 2019) recognise the hard work of their 

partners, their dedication and focus in delivering a great service in creating a 

value led experience for the customers such as Experience Desks at John Lewis 

playing the roles as advocates. The partnership aims to retain their members 

(employees) who they believe are people with ability and integrity.  

Skills 

John Lewis (My5, 2019) have skilled staff in their factories who make bespoke 

items. Their suppliers and factories are in Britain which is a key advantage. 

7P’s marketing mix 

People  

Staff show commitment through via their productivity as they are looked after 

by John Lewis in the forms of pay shares and perks (My5, 2019). 

Product 

High quality products of rarity and responsibly produced in Britain. They sell 

Inspirational products which play a key role at John Lewis as their products are 

own-brand and exclusive to John Lewis (John Lewis Partnership PLC, 2018).  

Price 

Products are developed to bring quality and value and are offered at 

competitive prices and are regularly checked by the price-monitoring team 



against competitors on the high street and online. John Lewis price match for 

like for like products on request easily (John Lewis & Partners, 2019). 
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