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[bookmark: _Toc58224095][bookmark: _Toc59001003]EXECUTIVE SUMMARY

Boots UK has an exceptional history and nowadays the company is global retail leader in the field of pharmacy, optics and health and beauty products with 21000 stories in 11 countries in Europe and the United States, and its 425 distribution centres operates in 20 countries and deliver to a quarter of a million hospitals, health centres, pharmacies, and doctors.
Boots business environment barriers comprise Covid-19 changes in Boots stories and facilities to protect its customers and employees. 
A SWOT analysis is a strategical identification of Boots solidity, instability, chances, and jeopardies and examines different element of company’ capacity, considering if they fit to its micro-environment and what changes need to be done.
A STEEPLE analysis exposes and analyses Boots macro environment, considering its socio-cultural, technological, economic, environmental, political, legal, and ethical areas.

Boots customer experience analyses the touchpoints in their journey cycle and strategy used to maintain customer relationship including Boots Advantage card. Additionally reveal changes in customer buying manner during the crisis and how this affect Boots web site.

Customer relationship management is an effective software method for gathering organisation’ customers information and predicting their behaviour based on their buying habits. Using this technology companies can control customers interaction and to ensure they remain loyal. Boots CRM approach includes IDIC method of gaining and managing its customers and strategy used to retain them and deliver satisfaction.

Marketing mix of 7 Ps strategy is a clear positioning in particular niche that helps in determining key elements such as employees, location, products, and pricing strategy as well as to have physical evidence and clear advertising strategy. Furthermore organisations need to consider more elements of their strategies like target market, communication, original ideas, channels, training, and possible changes to be more resilient. 7 Ps strategy analyses Boots method to attract and retain company’ customers using sustainable materials in its products, originality, well trained customer service, competitive prices and more.
 
[bookmark: _Toc58224096][bookmark: _Toc59001004]INTRODUCTION

Customers are top priority to any business nowadays, due to the high level of  competitiveness and the struggle to win customers. The business companies use different methods and strategies to create new customers as well as to retain the  existing. The business emphasises more on loyal programmes to underline the value  of its customers, additionally improves the quality of its products and services and reduces the prices to deliver satisfaction to its customers.
This report main focus is on Boots UK customers’ experience, company’ marketing strategy to maintain customers relationship, including Customer Relationship Management and Marketing mix strategies, and influence of internal and external factors on Boots business environment, including SWOT and STEEPLE Analysis, as well as changes during Covid-19 pandemic.
[bookmark: _Toc59001005]BOOTS BACKGROUND 

Boots is an international retail pharmaceutical and health and beauty chain founded in Nottingham by John Boot as an herbal shop in the distant year of 1849. Repeatedly changing its owners and name over the years, today Boots is a largest retail chain and pharmacy. Its health and beauty products and optician and hearing care services operates in around 21000 stories across 11 countries in Europe and the United States. Boots is global pharmaceutical leader in wholesale and its 425 distribution centres operates in 20 countries and deliver to a quarter of a million hospitals, health centres, pharmacies, and doctors (Boots UK).
[bookmark: _Toc58224099][bookmark: _Toc59001006]BOOTS’ BUSINESS ENVIRONMENT BARRIERS ANALYSIS

In time of crisis or different internal or external environmental influences the companies need to make some changes to adapt their business to the situation.

[bookmark: _Toc59001007] COVID-19 CHANGES

The resent pandemic Covid-19 affects and change the world as well as organisations’ workplace. Comparing Boots with other organisation we can note that Boots was minimal affected as it is pharmaceutical company and mostly of its stores remained open during the lockdown. Boots has around 2500 stories and only 60 of them located in shopping centres was temporary closed (Badwin, 2020).
Boots UK is well known as customer well-being orientated and customer valued organisation. Boots response to pandemic crisis and changes in the stories to protect both their employees and customers include cleaning stations, protective plastic displays on the till areas, requirement for face covering in the stores and avoiding cash payment, safety distance and customer limits, one way system to limit customers’ contacts and beauty consultations safety plans. Additionally Boots stories are cleaned regularly and disposable equipment is provided. However Boots advise its customers to shop online on its safe status and secure rated website (Boots UK, 2020).
Considering the adaptive changes not only on Boots point of view but on its customers as well we can note that the company client’s habits in online shopping have increased during the pandemic.  That reflected on their website as it collapsed and leave many dissatisfied customers as described on Customers experience section which is essential barrier to Boots’ retention of customers and its resilience in the future.

[bookmark: _Toc59001008]SWOT ANALYSIS  

Proven tool that can identify internal factors influencing Boots quality system is a SWOT Analysis that can describe company’ Strengths, Weaknesses, Opportunities and Threats and by analysing and managing risks to help to improve its quality system. 

Strengths:
- domination to the market
- many of Boots brands are market leaders  
- extensive range of advanced and original products
- around 70000 employees 
- provide staff’ training and learning programmes
- the privilege of Boots Advantage card
- high level of satisfied clients
- well-arranged management structure
- responsible, reliable, and secure suppliers
- excellent geographical location
- automation of company’ activities
- well working web site
Boots-UK is a long-time existing company with strong history and brand name as well as excellent management structure. The company is one of the leaders in retail industry with exceptional rights of its innovative products like No7, Soltan, Botanicas and much more that make it highly successful. The company has excellent location of its stories which is always in the main streets and shopping centres. Boots delivers high skilled workforce. The company invest massive resources and continuously provide its staff training and learning programmes which is advantageous to customer satisfaction, company’ profit and its competitiveness. Boots Advantage card is revolutionary discovery for the industry that effectively capture its customers shopping habits and deliver to them special saving in the face of loyalty points and high level of satisfaction. The company’ reliable suppliers eliminates the difficulties in the delivery of raw materials. The automation of activities has improved the quality as it allows the company to vary based on market demand. Boots website offers a wide range of products and allows customers to use their Advantage cards to safe or to spend already existing points. 

Weaknesses:
- Week new technology investment
- Insufficient investment in research and development
- Poor integration of companies with different work culture 
Due to Boots expansion across the board the company’ process integration needs investment in more technology. Boots is fast growing company but its investment in research and development is at a much lower level than other leading companies in the field. Boots is not successful in merging with companies with different work culture and that is big gap that should be filled.

Opportunities:
- to improve the company’ ethical marketing
- to create more eco products
- to invest in new technology
There is existing opportunity for Boots to provide excellent service to its loyal customers as well as gaining the new one if the company invest in new technology that is able to deliver new value prepositions and strategies in prising. Nowadays customers are more orientated towards eco products and that is opportunity for Boots to expand its eco products range. The company has opportunity to improve its social responsibilities and to benefits its customers by improving its ethical marketing.

Threats:
- Increasing customers online buying habits
- Changeable foreign policies and low
- Growing strengths of competition
- Increasing price of raw materials
- Increasing payment rate
In today busy time the customers buying habits are changed, Clients are more orientated towards online shopping and face to face shopping in stories is less preferred which threatens Boots existing store networks as well as its employees’ jobs. Boots has commercial relation with many countries. The policy and law changes in these countries is obstacle to the company’ market liabilities. Growing competition power is setback in customers and employee’s retention, company’ expansion and profitability. Increasing price of raw materials might be the reason for the withdrawal of customers due to rising of products prices respectively serious obstacle in increasing company profitability. Increasing payment rate can put Boots on position to reduce the numbers of its employees (CIPD, 2020).

[bookmark: _Toc59001009]STEEPLE ANALYSIS

[bookmark: _Toc58746136] There are various influencing factors to be considered like socio-cultural, technological, environmental, economic, political, legal, and ethical. Another excellent strategy to define external factors that influence Boots quality system, and to make some changes to adapt the company’ management, marketing strategy, policy and different needs into this macro-environmental medium is STEEPLE Analysis. 

Socio-cultural factors:
- Society’ demographic level and changes
- Educational standard in Boots industry
- Society structure hierarchy and social cultural customs and conventions
- Behaviour in maintaining good health orientation and environmental awareness
- Leisure practices
The culture of a society, its value system, habits, beliefs, and attitudes as well as the level of training and education play a crucial role in Boots policy and market organisation to deliver satisfaction to this society.

Technological factors:
- Competitors’ technological developments
- Impact of technology on Boots products
- Technological impact on Boots service department
- Technological distribution rate

Fast moving technological process in invention and products innovation including information, mobile and research technology forced many industries as well as Boots to follow technological changes and to be able to keep up with their customers’ expectations and the competition. Furthermore technological progress delivers more quality and efficiency to Boots products. Example of technological progress in Boots is using mobile phones Boots Advantage card app for ordering or direct shopping.

Environmental factors:
- Waste and recycling management policy in the industry
- Impact of weather and climate change
- Regulations in water, air, and environment pollution 
- Environmentally conscious customers
Considering different countries and markets environmental standards and industry environmental conscious customers Boots need to strictly adhere to established standards as well as to focus on eco-production.

Economic factors:
- Different countries economic system stability
- Stability of currency and exchange rates
- Employees’ cost and skills level in the industry
- Inflation and interest rate
- Growth rate in economic 
These factors help Boots to predict the forecast in economic growth in industry considering both counties growth rate and inflation, and particular drug industry economic detectors. Moreover to get an idea of their competition standards and norms that influence their favourable position as well as costumers spending. Besides to consider rising cost of health products and fuel that can affect and increase prices of Boots products respectively to decrease consumers’ purchasing power.

Political factors:
- Government policy, its stability, and level of corruption, bureaucracy
- Trade policy regulation and tariffs, pricing regulations, taxation
- Government’ Intervention in Drug industry
- Work regulations 
- Safety regulations in industry
- Products classification in industry
- Extremists acts
Political environment has significant role in Boots profitability perspective as the organisation operates in different countries and markets and it depends of political stability, policy, and standard norms of these countries. Before investing of these markets Boots need to analyse the risk.  

 Legal factors:
- Data protection and consumer protection
- Law – in the field of  Health and safety, employment, discrimination, intellectual property, anti-trust law 
- E commerce
The legal compliance especially in health and safety products force Boots to be more conscious and to follow legal requirements in labelling and packaging which add extra cost. Furthermore in number of countries the legal system is not enough strong to protect Boots intellectual property that can affect the company’ rights (CEOpedia, 2019).

Ethical factors:
- Industry ethical norms
- Social force
- Government ethics rules and regulations
Boots is large company and that raise its ethical standards through legislation and industry ethical norms. Social pressure is another influence factor for the company to improve its ethical code respectively to protect its morale and reputation. Transparency is another method that Boots use to avoid management’ unethical behaviour, to try its best in integrity and to deliver trust in stakeholders (Boots UK LTD, 2020).
[bookmark: _Toc58224100][bookmark: _Toc59001010]BOOTS CUSTOMER’ EXPERIENCE ANALYSIS

Understanding customers require company perception of their needs and interaction with the company’ business in every touch point of their journey that has influence in customer experience and company comprehension simultaneously. This includes touch points before purchase involving social media and online advertisement, company’ catalogues, events, products review, online videos or blogs,  different references from friends or acquaintances, conversations with company’ employee. Touch points after purchase is the next important strategy that comprise customers feedback through surveys, thank you and cross selling emails or letters as well as actions in billing and subscriptions. Next customer touch point is company’ customer service that includes customer support through channels like phone calls, social media, emails, chats, and much more, and customer success, loyal and onboarding programmes. Put together all touch points are recorded and that is what business call customer journey mapping (Walters, 2020).
Boots is ranking as 7th the best company in retail industry based on customers’ trust, satisfaction, channel usage, complaint handling, and recommendation. 
Boots customer journey mapping includes their interactions with the company service, products, and the company. Furthermore comprises a buying cycle and touch points incorporated customers online and in store experience and customers feedback that identify Boots success or failure. Nevertheless, Boots has a different approach in using its customers data and maximising its customers value in offering products and services. According to Boots marketing director  (2014) the key point of understanding company’ customers is knowing them and trying not to control them but to guide and suggest the right direction offering different products and promotions related to their needs and interests based on recent purchase. In terms of that the company has variety of departments like Pharmacy, Optic and health and beauty and many different products, ineffective offer can be annoying to customers and to reflect on their loyalty and retention. Boots management beliefs that the company should be accurate with customers purchase records due to the fact that a months ago purchase cannot be a base to their buyers’ needs because clients are changing continuously their needs especially in the time of crisis like recent pandemic (Prezz, 2014).
Boots mobile ordering app contains customers ordering activities before, during their ordering experience and after they are pick up their orders. Even though the Boots stories remain open during the lockdowns as a Pharmaceutical support to NHS their online purchase has increased and that reflects to their safe and secure website. In the last few days Boots customer feedback notes increasing negative change due to their website crash. Customers’ online complains are about impossibility to order or complete an already started one, undelivered orders or long delays. Moreover the negative feedback underline customer service unprofessional behaviour due to phone ineffective connection and customer service and staff incompetence and unfriendliness. Couple of customers revealed that they have to travel more than 50 miles to reach the open Boots store, because the small one local was closed during the lockdown to order their prescriptions because no one answered the phone. Despite all, the big disappointment for them appears on the next visit to receive the drugs the order was not yet ready. That wasting time, money, and additional stress due to unproductive customer service during critical circumstances is a big gap between Boots buyers’ expectations and functionality of its customer service. Some company’ clients are so dissatisfied that they consider trying Boots competition services (ReadSurvey, n.d.).
To conclude we can note that online representation of the company as well as its customer service and staff inability to deal with extreme situations is a  gap that can cause loss of many Boots’ loyal clients. Furthermore need to be consider Boots employees’ satisfaction because it is starting point to customer fulfilment. Dissatisfied staff cannot attract and satisfy customers because they have no interest and passion of doing so. The negative customers’ experience through their customer journey prevails on the crisis time and Boots should put a lot of efforts into retaining its customers starting with the answer to their feedback and to add more friendliness in face to face service.

[bookmark: _Toc58224101][bookmark: _Toc59001011]BOOTS – UK MARKETING STRATEGIES – ANALYSIS

Boots marketing strategy is an essential developing process of delivering value and satisfaction to its customers, increasing company’ sales and productiveness as well as achieving good competitive advantage.

[bookmark: _Toc59001012]CUSTOMER RELATIONSHIP MANAGEMENT ANALYSIS

Customer relationship management or briefly CRM technology serves to guide and lead existing and potential company’ customers, services, suppliers, subordinates and users’ interplay. Furthermore CRM helps in building and maintaining organisation–customer relationship and provide some benefits including improving customer service and management, increasing sales, productiveness, and company’ profitability. Moreover CRM strengthens customer loyalty by creating exceptional customer experience (Plaksij, 2020).
Customer relation management is a software and technology as well as strategy and process. As technology its basic role is to record interaction between organisation and consumers and to report and analyse them. Using records of user’s emails, profiles in social media and phones CRM automatically collects information of customer recent activity in organisation, organises it and provides their history with company, their preferences as well as overall customer’ view (Salesforce, 2000-2020).
In strategy and process prospect CRM balances upbringing and management of relationship with existing and possible clients. The technology allows company’ management departments and subordinates to take advantage in marketing strategy, decision-making and quality improvement of customers relationship including communication, coordination, value and retention (Lund, 2020).

“How you gather, manage, and use information will determine whether you win or lose.”
Bill Gates

Boots approach to capture its customers buying habits and needs as well as to establish and maintain good relationship with them includes IDIC model. This is CRM model of managing customer relationship contains four stages of implementation. The first stage Identification helped Boots to define its target clients and determine their buying behaviour using mailing process and vouchers programmes. The next stage Differentiation helped Boots to determine different groups according to their value, respectively yang parents, yang mothers and girls, and old people. The next stage of CRM is Interaction that includes communication offering valued customers Boots loyal Advantage card, and the last stage Customize analysed Boots customer’ satisfaction (Salesforce UK, 2000-2020).
Analysing Boots’ CRM approach it shows that it helps Boots to maintain its customers relationship by unceasingly developing its patterns of loyalty. Boots Advantage card is a company’ big success among a million Boots customers also is beneficial for the company’ competitive advantages as Boots customers can collect more point for future use than competing cards offer. Besides provides value preposition and total package of benefits to its clients such as different extremely useful offers related to their needs, collecting double points for certain purchase that can be used twice and much more offers to attract the customers and to keep them coming back (SODEXO, 2019). Furthermore the company used different methods like wallet model and peer groups to comprehend its customers buying behaviour models as well as to understand what their products preferences are. That helps Boots to develop different offering schemes according to its customers privileges and to benefit their loyalty. The advantage of Boots CRM approach is that the company managed to make a lot of loyal customers through its Advantage card and tempting vouchers offers to put more points in it and to save money by knowing what their preferences and needs are. Essential disadvantage of Boots strategy is the long posting process of receiving the offers. Furthermore their younger customers are not benefited from the company’ offering plans so the larger population of Boots customers remained underestimated.

[bookmark: _Toc59001013]7 Ps STRATEGY ANALYSIS

[bookmark: _Toc58226712][bookmark: _Toc58306859][bookmark: _Toc58393161][bookmark: _Toc58393302]Marketing mix – 7 Ps is a strategy that helps organisations in perceiving and defining different aspects of their business that can be improve or change to meet their customers’ needs. Determining 7 P’s notions helps companies to identify the best strategy that need to be applying to its interaction in order to be successful and progressive (Business, 2020).
Marketing mix of product, price, place promotion, physical evidence, process, and people helps Boots in its business activities. Considering continuously changing customer need and preferences as well as market changes Boots needs to constantly update its strategic approach to be on track (Langford, 2020).
- Product – Boots has big variety of products most of them its own brand’ development and manufacture that are beneficial for its competitive advantages and customer retention. Furthermore Boots is member of couple organisations that are committed to sourcing sustainable raw materials from accredited sources that are traceable,  and its aim is to use only materials such as paper, wood, and pulp from these certified and accredited sources. The company goal is to use 100 % certified sustainable palm oil and it constantly make a progress. Boots uses renewable materials and sources for some of its products such as loofahs and sponges. Company’ brand Botanics skin care is combined work with Royal Botanic Gardens in Kew area which provides natural extracts. Moreover Boots is concerned about animal welfare and protection and that is the reason to use in their food sustainably sources tuna, free range eggs and derived ingredients, and to avoid animal testing on its products or components (Boots UK, 2019).
- Price – Boots pricing strategy includes reasonable priced products that to be competitive and easily accessible to all customers. Besides for variety of exclusive selective products company’ price is premium . Boots exclusive selection of developed hair stylish products under the name of famous hair stylist such as Tony & Guy have very acceptable price of £3.99 for each conditioner or shampoo. 
- Place – Boots has around 2500 stories in the UK territory that are easily accessed. The company’ shops are located on the main streets and shopping centres. Furthermore Boots has online shop website, which is secured, and its customers can make their ordering and payment safely. Delivering process is fast and safe as Boots home deliveries are made by their preferred career and the orders have tracking options.
- Promotion – Boots advertising strategy is creative, and the aim is to bring an emotional relationship with its customers. The company use its partnerships with hair stylists in its advertising campaigns. Boots is partner with famous hairstylists such as Tony & Guy, John Freida, Nicky Clarke and more that includes manufacturing and selling hair products under their names. This promotion helps Boots to attract younger population as well as to promote its partners names, respectively to increase its sales of the products under these names and is a very smart move with benefits for both Boots and its partners. Moreover its campaign 3 products for the price of two benefited the largest percent of customers and additionally they can save money through the advantage card points. On the other hand Boots successfully increased its sales to very high level and gained new customers.
- Physical evidence -  Boots has a thousand stories around the world and the UK area on the cities’ main streets and malls as well as web site. Boots has its name written on a round blue logo with white letters that can be seen on each of its shops, receipts, Advantage cards, promotional vouchers, products, attractive packaging, and shopping bags.
- Process – Boots has R&D department which aim is to develop new products. For some of them it collaborates with famous brand in beauty industry. Except its own beauty products and drugs Boots sell range of Mothercare, fragrance and much more products that are stored in warehouses. With reduced assortment the stored products are delivered to the stories and are available to be sold to the clients.
- People – Boots has relationship with thousands of suppliers, employees, and customers. The company’ focus is on well-maintained connection with its providers as well as highly trained staff. Boots strategy includes massive training and personalised performance plans and e-learning programmes including all of its employees. The aim of the training is focus on better customer service to meet customers’ expectations. The  employee’ performance is highly evaluated and rewarded based on customer care instead of sale performance (Reilly, 2011).         

        
[bookmark: _Toc59001014]CONCLUSION AND RECOMMENDATION

The relationship between organisation and its customers is so delicate that it needs to be constantly maintain, and that is what Boots trying hard to do, to delight its customers, to avoid dissatisfaction providing excellent service, to retain existing and gain new clients through its promotions, products, and prices.
This report described Boots UK customers experience, needs and privileges as well as company’ marketing strategies that benefited both customers and Boots. Additionally showed influence of internal and external factors that influenced Boots quality system including recent pandemic crisis and changes in company’ workplace and customers behaviour.
Recommendation: Boots should start campaign to benefit its younger customers as well as students as they are big percent of its future customers and remain undervalued.
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