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  Executive summary                 

Ffion Cumberpatch assigned this report. In this report we will be talking about the decline of Wilko what they have been through and why did the stores need to shut down, going into furthermore detail and giving you examples, references.

Table of contents 

Executive summary …………………………………………….1
Introduction ………………………………………………………2
Main findings …………………………………………………….2
Conclusion..............................................................................3
Recommendations ………………………………………………6
Reference list ……………………………………………………..7



Introduction 

The retail chain of Wilko Limited formerly used to be called Wilkinson cash store Limited, Wilkinson hardware stores Limited and lastly Wilko Retail Limited. It was founded in Leicester by James Kemsey Wilkinson in 1930. Wilko had a few bumps along the years, one of them being having growing competition which left them with less money and having to close all stores around the world. 




















Main findings 

J. Kemsey Wilkinson in 1930 had opened the companies first store ever under the name Wilkinson Cash Store Brand on Charnwood Street. By 1941 it grew as a hardware chain store and was known by Wilkinsons across the UK high streets, by 1990 Wilko had become one of the fastest -growing retailer in Britain.
Wilkinsons in 2014 had over 400 stores and 12,500 employees in the shops, workshops, and headquarters “Wilko reported strong profits for most of the 2010s and saw its turnover peak at more than £1.6 billion in 2018, but by this point had seen profitability begin to decline amid pressure on high streets.” Ben Mitchell. (2023). Wilko had more sales going then B&M 10 years ago but in 2023 Wilkos sales went below Poundland, Home Bragins and the Range. Wilko struggled over the past 10 years due to growing competition from the stores Poundland and B&M. Wilko had faced failure as it ran out of funds before executing a turnaround strategy, which included cost-cutting measures such as reducing rents and investing in its online operations. “Shoppers had also noticed gaps on shelves after Wilko struggled to pay suppliers and at least one credit insurer withdrew trade cover, prompting some companies to pause deliveries.”( By Vishala Sri-Pathma, Lora Jones & Faarea Masud. (2023).  Many costumers have been complaining about Wilko most common complaints were delayed orders and receiving damaged goods.
“British high street stalwart Wilko has fallen into administration after a rescue deal failed to materialize. Experts say its demise is a warning to retailers of what could happen without proper investment in a brand, marketing, and customer experience” (By Hannah Bowler. (2023).
Despite facing financial setbacks, YouGov data indicates that Wilko's brand remains robust. In contrast to early 2022, the brand's perception scores have largely maintained, shifting only slightly from 39.6 to 39.5 this year, significantly surpassing the retail sector's average of 13.0.
In November 2022 Wilko has made public they would improve there online shopping by adding click and collect unfortunately it had drafted and they started reinvesting money in tv advertising.
Meanwhile during covid-19 Wilko couldn’t offer to pay all its employee if they had covid because they were not making enough of hours so they had to choose if they should take non sick pay or go to work. “In Wilko's initial memo to staff, the company, which has 414 stores in the UK, said: "If you test positive for Covid-19 and feel well you can continue to come to work, if you feel too unwell you can follow the absence policy." (BBC. (2022).  “It has led to concern that lower-paid staff face the toughest choice when deciding to isolate or not, with up to two million workers not qualifying for sick pay” (BBC. (2022). The trade congress said people shouldn’t have to force to make such decision. In total Wilko has lost 65 million in 2018 3.2 million has been deluded.
“The homewares-to-cosmetics retailer, whose managing director Alison Hands is to exit in January, about 18 months after taking the job, is understood to be trying to secure a £30m debt facility with alternative lenders.” (Sarah Butler. (2022).


Conclusion 

In the realm of retail, the tale of Wilko unfolds as a narrative of untapped potential and missed opportunities. As observers reflect on the trajectory of this store, it becomes evident that certain strategic improvements could have propelled Wilko into a position of greater prominence and success. This analysis explores key areas where Wilko might have optimized its operations to foster growth and enhance customer satisfaction.
One of the fundamental aspects where Wilko could have demonstrated improvement lies in the realm of customer experience. Navigating through the aisles of Wilko’s stores, patrons often encountered bottlenecks at the checkout counters. A cumbersome and time-consuming checkout process can significantly dampen the overall shopping experience, leaving customers with a sense of frustration. In hindsight, Wilko should have prioritized the implementation of streamlined checkout procedures, embracing modern technology to expedite transactions. This not only would have enhanced customer satisfaction but also contributed to a positive perception of Wilko as a forward-thinking and customer-centric retailer.
Diversification of product offerings stands out as another pivotal area for potential improvement. While Wilko traditionally catered to a broad consumer base with its household and gardening products, the changing landscape of retail demands adaptability. The store could have strategically aligned its inventory with evolving consumer trends, introducing innovative and in-demand products. This diversification not only attracts new customers but also retains existing ones, positioning Wilko as a one-stop destination for a wider array of consumer needs.
Sustainability, a theme increasingly vital in contemporary retail, could have been a focal point for Wilko’s improvement strategy. Embracing eco-friendly practices, from sourcing products ethically to implementing recycling initiatives, not only aligns with societal expectations but also cultivates a positive brand image. Wilko, by adopting more sustainable practices, could have demonstrated corporate responsibility, resonating with environmentally conscious consumers and potentially gaining a competitive edge in the market.
Furthermore, an exploration into digital integration and online presence is essential when contemplating Wilko’s improvement potential. The retail landscape has been rapidly shifting towards e-commerce, and a robust online presence is no longer a luxury but a necessity.   




Recommendation’s 

Wilko had many problems with the budgeting and retail climate in ordered for Wilko to survive they would have needed to redefine its brand and make a better offers on their online and offline experiences . They should have been improving their marketing and investing in digital social marketing campaigns but instead Wilko was misalignment of its strategy with evolving marketing dynamics. Customers preferred online shopping while Wilko was more focusing on their stores and opening more stores. Apparently Wilko was bought by Poundland “The Wilko name will disappear, however, and be replaced with Poundland branding across each one. It's good news for former Wilko employees as Poundland has said it will give priority to ex-Wilko workers for new roles in its new stores.” Levi Winchester. (2023). Even though it has been said that at the end of 2023 we will see stores reopening none of that has happened yet if Wilko would have had time to change their challenges and face them but they ran out of time and didn’t know how it all just collapsed on them. That’s 400 stores and 12,500  employees that have lost there jobs  after the first Wilko hardware store opened 90 years ago. “ While it brings hope to some former Wilko staff, more  than 12,000 people were made redundant when the retailer went under” Esyllt Carr. (2023).  Wilko’s pricing strategy also played a big role in its decline even though the brand initially gained a reputation for low prices, it wasn’t able to maintain the competition advantage by other retailers. The other retailers quickly caught up to it leaving Wilko to struggle and differentiate itself in the market this lead to a decline of sales and profitability. Wilko’s downfall can be attributed to several critical mistakes , the failure to embrace e-commerce underutilize social media marketing  many customers have reported frustration and confusion when it led to the Wilko’s online shopping or even in store layout. Wilko didn’t know how to adapt in the new system even though they were in business for over 90 years they just couldn’t adapt to the new system and generation and there customers policy needed some updating to do.  Customers had unpleasant and seamless shopping experience when they would wait at the checkouts to be served many say they would wait around five to ten minutes in que plus their returning policy were not updated and unfriendly and that had impacted in a bad reputation. To reverse Wilko would need to go undergo a strategic revaluation and make significant changes and improving customers experiences throughout the stores and the stores layout. They would need to change their customer services and update their stores so they can be up to date with all their upgrades and such all. Even though Wilko had said they had customer friendly policies aimed to ensure customer satfiaction and loyalty these policies include competitive pricing, hassle-free returns and a commitment to quality products. Emphasizes transparency and open communication with customers ,providing them with a positive shopping experience. That was  Wilko’s policy but many customers didn’t like it because of lack of communication and exchange difficulty or simply personal preferences and expectations that may not align with the company’s policies.
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