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This study analysed and discussed concerns faced by Wilko to determine the reasons behind operational difficulties. This study discussed internal and external analyses too for developing a proper understanding based on these analyses for determining the main issues of inappropriate operation management processes. 
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[bookmark: _Toc158366145]Introduction 
The nature and scope of the problem incorporate a combination of the internal and external factors of the company which crucially impacted the operations of the retailers and its financial health. With the changing preferences of the customers, the market condition has become volatile and the shift towards eco-friendly goods and sustainability approaches of the consumers caused Wilko to offer with its product offerings. It struggles with operation management issues. This study aims to identify potential problems of the firm Wilko and identify why the company faced issues during its operations. Through internal and external analyses, the study tried to identify issues for developing the most effective solutions to overcome issues. 
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Wilko, a renowned UK-based retailer which was founded in 1930 has encountered multifaceted crises that caused the decline of the company and entry into the administration. The company could not control its more than 400 retail shops across the UK due to budget and capital constraints (economictimes.indiatimes, 2024). The intensified market scenario increased the competition and Wilko faced stiff competition from B&M and Poundland who were offering the same products at low prices (LinkedIn, 2023) 
Nature: The company was unable to navigate contemporary challenges and meet adequate strategic adaptation. After the identification of multiple issues of the company, it can be deduced that the company faced challenges during the pandemic situation which forced the company to lay off employees and lost sturdy supply chain control. So, the nature of the problem is an operational problem. Due to the issue of financial, employee strengths and other factors, it can be deduced that overall operational failure haunted the company during the pandemic phrase. So, the nature of the problem in operational and issues are coined as operation management –related issues. 
Scope: Strategic planning along with effective decision-making could help Wilko to overcome several inter-linked issues that the company faced during the pandemic phase. Additionally, team management and financial strategy making process will be also beneficial for the company to make robust planning for operational problem mitigation. By improving HRM policies and employee engagement practices, the company could overcome challenges, related to employee lay-off. So, it can be stated that the scope for developing strategic planning will help the company for overcoming operational issues. 
Impact: Due to the issues in operation management, the company was forced to stop its business and shut down overall operations. Moreover, its opportunities for market expansion was also affected badly and the company was failed to consider further development strategies during the pandemic phrase. In addition to this COVID-19 pandemic and changing shopping habits increased difficulties and the company suffered due to 40% decline in visit numbers in the street outlets in 2020 (Theguardian, 2023). The supply chain issues as a result of Brexit posed challenges and the financial difficulties were evident the sales turnover reached 1.2 billion euros in 2020 with a deficit of 35.9 million euros (Theguardian, 2023). The borrowing amount of 40 million euros was a burden along with store closure, job cuts and so on. Nearly 12,000 jobs were at stake as the company needed help managing the challenges with a comprehensive approach. These all are coined as significant impacts of the operational issues on organisational performances.  
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· Strength: Wilko has a significant and historically loyal customer base which showcases the long-standing presence of the company over more than 90 years through connecting customers (economictimes.indiatimes, 2024). It offers a wide range of diverse products including homeware to DIY suppliers that is a one-stop solution for the customers. 
· Weakness: The outdated store location on the high streets does not appeal to customers due to their shifted preferences for retail parks and out-of-town stores. Lack of robust online presence and poor competency with giant retailers hinder the ability to adapt and change according to market trends (LinkedIn, 2023). 
· Opportunities: The company has opportunities to align with sustainable offerings. Improving online experiences can benefit the company to gain large market shares in the digital era. 
· Threat: Online giant retailers such as Amazon, B&M, and Poundland have intensified the competition. Supply chain disruptions caused difficulties in product supply resulting in poor customer satisfaction.
Analysis
From the internal environmental analysis of the firm, it is found that through brining customers together, Wilko’s sizable and steadfast customer base highlights the company’s successful existence in the competitive marketplace. This can be coined as the worth of the company. On the other side, it is also found that due to the constant change of customers’ behaviour and preferences in the market of the retail sector, the company failed to maintain its work base to get customer support. It is a significant weakness of the company in the competitive market. Additionally, the lack of presence in the market is another significant drawback of the company. From the discussion, it is also found that the inability to adjust and modify in response to market movements is hampered by a weak presence on online platforms. However, the business can associate itself with sustainable offerings. In the digital age, enhancing the online experience can help the company to capture significant market shares. So, it can be deduced that the proper strategic decision-making approaches could help the company to overcome issues and take operational steps without facing further difficulties. 
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According to the research work of Jelassi et al. (2020), it is identified that a strategic management tool becomes important to identify the external environmental factors of an organisation when it faces multiple challenges in conducting its business operations in a specific market. Through the macro environmental analysis, the research aims to determine whether the business operations of Wiko in the UK market were a good decision or not. Through the examination of macroenvironmental components such as political, economic, social and other factors, it can be determined how a particular environment is suitable for further business expansion. PESTLE Framework is a well-known framework by which macroeconomic factors and their impacts can be identified effectively. The PESTLE Analysis offers a thorough grasp of external factors including political, economic, social, technological, environmental and legal forces influencing the environment by systematically taking these aspects into account. 
Political factors: The Brexit incident is the most vital political issue for the UK market at this moment. Due to the incident of Brexit, the UK economy faces different obstacles and red-tapism in expanding trade relationships with other European countries (Ekaterina, 2021). On the other hand, it is also identified that the UK government has established diplomatic ties with different countries across the globe including large markets like China, India, USA, Vietnam and others. Fostering the attraction of international investment becomes easy for UK-based companies. Additionally, it has been also identified that a stable political environment brings another opportunity for companies to make uninterrupted business performances without facing major political dilemmas. The UK government is supportive of small to large-scale companies and it inspires companies to make international expansion. So, it can be determined that the political environment of the country is moderate for business performance. However, in the case of Wilko, it can be stated that due to its operational disparities and inefficiency in performing proper operations after the pandemic phase, the company faced difficulties and was forced to stop its operations. Political factors are not liable for this case. 
Economic factors: Based on the research work of Wardley-Kershaw and Schenk-Hoppé (2020), it is observed that the UK economy appears to be rebounding from the malicious economic turbulence, due to the global pandemic. Fortunately, the GDP rate of the nation increased by 2.744 trillion US dollars which indicates the economic development of the country is in a satisfactory position (World Bank, 2023). Additionally, it can be stated that the inflation rate of the country has risen to 1.94% points which is also showing a good position of the national economy at this moment. Fortunately, the unemployment rate of the country has also decreased and after the critical situation of the pandemic, the country is trying to rebuild its economic strengths effectively. This economic background of the country is supportive of companies for market expansion but the failure of Wilko happened because the company was partially liable for that. The market condition was troublesome at the pandemic time but the lack of interest was identified in the company’s approaches at that time. 
Social factors: Based on the research work of Hampton et al. (2022), it is found that understanding customers’ nature is considered an important social factor in the macroenvironmental analysis. In this technologically advanced era, customers in the retail industry like to take online purchasing advantages with seasonal offers from companies. On the other side, the literacy rate of the nation is more than 95% which indicates the sufficiency of skilled labour in the economy. Based on the research work of Ekaterina (2021), it is identified that a skilled workforce and educated employees always need proper placement opportunities and organisational support during their employment. It has been seen that Wilko has failed to maintain proper operation management inside their work team which created major challenges and financial crises during the pandemic time (Theguardian 2023)). As a result, after having a skilled workforce, the company was forced to lay off and close its business. So, after analysing these factors, it can be determined that social forces were not supportive for the business to sustain. 
Technological factors: It is identified that it is vital to determine whether the targeted market is technologically savvy or not in this situation. At this current time, most companies in the UK market operate their business activities through various digital channels. From supply chain to grievance control, most parts of organisational operations are highly related to technological advancements including AI, Automation and more factors. The UK government has committed close to £900 million in computer-based financing, artificial intelligence and other areas to promote technological growth in the market (Usaid, 2022). From the case of Wilko, it is found that the company failed to maintain an advanced supply chain and employee connectivity activities due to problematic operation management. So, the technological growth did not support the company to take significant advancement steps. 
Legal factors: The primary legal considerations for businesses operating in the UK market are the Equality Act (2010), different business operating regulations, safety precautions, maintaining healthy working environments and so on (Gov.UK, 2023). It has been discovered that rules governing commercial operations in the nation are strict and companies need to follow these rules for uninterrupted business operations. Due to the disparities in the operation management, the company failed to gain advantages from the legal structure of the country during the pandemic time. 
Environmental factors: Environmental considerations of the country have not as such impacted the organisational operation in Wilko because the company maintained sustainability concerns during their operations. The nation aims to decrease carbon emissions and develop a robust waste control system which helped the company to make proper sustainable approaches in the market which helped to develop its CSR approaches. 
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In the conclusion of the study, it can be stated that in every problem, it is important to identify the main cause behind and analyse those causes from the perspective of both internal and external environments. In the case of Wilko, it was found that the company faced operational issues that forced the company to close its business in the market. So, it can be inferred that based on the situation and environment, it is identified that associated factors hold significant positions for determining opportunities or losses in framing further development steps. 
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	Strength
· Loyal customer base
· Wide range of diverse products
	Weakness
· The outdated store location 
· Lack of robust online presence

	Opportunity
· Sustainable offerings.
· Improving online experiences
	Threat
· Intensified the competition.
· Supply chain disruptions


(Made by the learner)

	Element 
	Factor 
	Impact

	Political
	Stable political environments
	Helped the company to make proper market expansion 

	Economical
	The inflation rate decreased and the national economy developed 
	Impacted positively 

	Social
	Skilled labour and a high education rate
	Employees were not satisfied with the company’s policies and the company did not identify customers’ preferences. 

	Technological
	Rapid technological growth in automation and digital marketing 
	High demands for technological advancements from customers created challenges for the company's operation 

	Environmental
	Sustainable objectives of the nation
	Supported the company to develop strong CSR policies

	Legal
	Strict employment and environmental protection laws 
	Not directly impacted 



(Made by the learner)
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