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[bookmark: _Toc73127200]1.0 Introduction
Decision making skills can be defined as the ability to choose as well as incorporate the different strategies and tactics for ensuring the successful achievement of various business goals. On the other hand, problem solving skills can be referred to as the ability to analyse any given situation, identify any potential issue, and mitigate the same with the incorporation of various suitable tactics. The report will be discussing one major operational issue faced by Marks and Spencer. The report will also cover the analysis of both internal and external environmental factors that influence the business operations of Marks and Spencer.
[bookmark: _Toc73124101][bookmark: _Toc73127201]2.0 Main Findings
[bookmark: _Toc73127202]2.1 Overview of Marks and Spencer
The report will be executed by considering Marks and Spencer. It is a UK based retail organisation. Established in 1884, this business organisation is recorded to offer various diversified products associated with food and beverage along with clothing. These products as well as services help in ensuring high business growth and expansion in the UK market. Marks and Spencer is also able to gain high competitive advantages against the existing rivals, thereby, sustaining effectively in the market. The retail organisation has more than 1480 retail stores out of which 1000 stores are in the UK market and the remaining are in different other foreign markets (Corporate.marksandspencer, 2019). Comprising more than 78,000 employees, this retail organisation earns annual revenue of 10.4 billion pounds as of 2019. One major challenge faced by the retail organisation will be taken into consideration.
[bookmark: _Toc73127203]2.2 Identification of the one problem faced by the chosen business organisation
The major problem faced by Marks and Spencer that has been selected for detailed analysis is the lack of appeal associated with the offered clothing products towards the customers within various markets. According to various reports, the chosen retail organisation has been experiencing a high rate of sales in fooding (BBC, 2020). On the contrary, the rate of clothing sales has been decreasing with time. Marks and Spencer has been accused of offering clothing products to the customers that are extremely boring, conservative, as well as outdated. In addition to these, the chosen retail organisation also fails to incorporate accurate demographic segmentation of its customer base. The detailed analysis of the chosen operating problem is stated below.


2.2.1 Nature of the identified problem
As mentioned above the major issue faced by Marks and Spencer is the lack of appeal of the various clothing products offered to the customers. The lack of effective diversification along with renovation of the clothing styles with respect to the modern trends has been a major factor contributing to the problem identified. It is also identified that the chosen retail organisation also fails to incorporate accurate demographic segmentation of its customer base. Due to this, the retail organisation is not able to target the most potential customers with accurate sets of products as well as services. The clothing products offered to a 25 year old customer seems like that of a 65 year old (BBC, 2020). These wrong business operations like promotions as well as targeting can be considered as major factors for the rise of this issue. 
2.2.2 Scope of the identified problem
The identified operational problem has been able to highlight the lack of ability of the management of Marks and Spencer in executing the different business operations in an effective manner, hence, leading to the lack of successful accomplishment of the business goals. As mentioned before, the chosen retail organisation is not able to operate demographically, thereby, failing to incorporate the most suitable targeting strategies. As a result, the management of Marks and Spencer has been lacking in proper monitoring, organising, controlling, as well as analysing the different business operations (BBC, 2020). Hence, this selected operational issue should be identified as a far reaching issue that influences the overall sustainability as well as financial stability of Marks and Spencer in a negative manner.
2.2.3 Impact of the identified problem
The identified operational issue has a strong negative impact on the overall business performance of Marks and Spencer. According to reports, for the first time in 94 years Marks and Spencer has been experiencing various financial problems. According to reports, the chosen retail organisation is said to suffer a loss of 87.6 million pounds as of 2020 (BBC, 2020). The total business sales have been reduced to 15.8% due to the downfall of the rate of sales in clothing. With respect to the current outbreak of the pandemic, the rate of clothing sales has reduced by more than 53% within the time period of July to September 2020 (BBC, 2020). As a result, the reduced sales rate as well as low profitability have a strong negative impact on the overall business growth as well as sustainability in the UK market.
[bookmark: _Toc73127204]2.3 SWOT analysis
The internal environmental factors of Marks and Spencer are analysed in this report as shown below.
Strengths
· Marks and Spencer is a reputed retail organisation that has a strong hold on the overall global market.  As per certain reports, Marks and Spencer consists of more than 1400 retail stores in the global market. Out of these, more than 1000 were throughout the UK market adn and the remaining in other international markets. The total number of customers that avail the products as well as services of Marks and Spencer is more than 31 million per year on an annual basis. The total commercial space occupied by the chosen retail organisation is 16.8 million square feet in the UK market and 5 million square feet in different foreign markets. Marks and Spencer tend to operate online with the help of various digital platforms for interacting with the various customers from different operating markets. It is associated with more than 44 e-commerce sites, hence, leading to high sales rate and profitability.
· Marks and Spencer offers diversified services to the customers in the global market, thereby, identifying their individual needs, and mitigating the same in an effective manner. The customers are able to track down their ordered products as well as services with the help of the portal provided by the retail organisation. The deliveries are also executed within specific time frames (al Habibi, 2019). The customers are able to shop online and get home delivered within a certain time period. In addition to these, it also offers a "14 days return policy" if any wrong or defective product is delivered.
· The liquidity of Marks and Spencer is very high. This indicates that it has the ability to gain high business growth opportunities in the global market. The current ratio of this chosen organisation has been recorded to be 0.66 in 2020 which was 0.62 in the previous year (Choudhary and Piparo, 2020). This enhanced current ratio signifies the high ability of the retail organisation in resolving "payout obligations".
Weaknesses
· As per various reports, the unstable financial condition of Marks and Spencer has been highlighted in 2020. The overall revenue collected by this retail organisation on an annual basis is 10,181.9 million GBP that was recorded to be 10,377 million GBP in the previous year. The overall "operating margin" has been recorded to be 2.5% as of 2020 which was 2.9% in 2019 (Leite, 2020).
Opportunities
· Marks and Spencer can avail high business opportunities associated with the building and strengthening of the strategic partnerships. On the basis of certain reports, the retail organisation has collaborated with BP and Deliveroo for the efficient home delivery of the various ordered products as well as services. This in turn also facilitates the customers to maintain social distancing due to the current pandemic scenario. 
· High opportunities associated with the business expansion can be identified for Marks and Spencer in the overall UK market. The total worth of the UK retail market is estimated to increase up to 52,669 million Euros towards the end of 2022 (Leite, 2020). The furniture sector is said to increase by 3.8% whereas the clothing sector is estimated to grow by 24.8% and the grocery sector by 20.2%. The chances of expanding the overall business in the UK market are very high for Marks and Spencer.
· As the demand for online shopping has been increasing rapidly, the digital retail sector is estimated to increase by 60.6 billion US dollars towards the end of 2022. This in turn indicates the increase of additional 23.9% in the worth of the UK retail sector (Polman and Bhattacharya, 2016). 
Threats
· The gradually increasing rate of labour costs is a threat for the chosen retail organisation. Increasing labour costs indicate the gradually rising operational costs. As a result, there will be a reduction in the rate of profit margins within the workplace. The "Minimum Wage Rate" is a UK law that has determined the minimum wage of a worker per hour which is 8.2 GBP as recorded in 2019 in comparison to 7.8 GBP in 2018 (al Habibi, 2019). In addition to these, the hourly wage of the workers has increased to 6.1 GBP in comparison to 5.9 GBP.
· The high competition rate in the UK retail industry due to the presence of Tesco, ASDA, Sainsbury's, and many others. Hence, high rates of rivalry as well as imitation of products can be considered as major threats.
[bookmark: _Toc73127205]2.4 PESTEL analysis

	Factors
	Aspects
	Impact Rate
	Impact on M&S

	Political
	●  	Brexit
	High
	Brexit has negatively affected the business operation of M&S. The UK's decision to leave the EU has negatively affected the M&S supply chain operation with the EU suppliers.

	Economic
	●  	Economic Downturn
●  	Global Recession
	High
	With the emergence of the covid-19 pandemic situation, economic downturn and global recession is prevailing across the globe. This is seriously affecting the sales growth and companies like M&S were forced to opt for low pricing strategies.

	Social
	●  	Change in preferences of customers day by day
	High
	In current times, there has been a shift in customer’s preferences towards buying commodities from retail shops. As a result, M&S needed to continuously update their product strategies in accordance with the needs of the customers.

	Technological
	●  	Trend of online shopping
●  	Self checkout process
	High
	In current times, especially with the rise of pandemic situations, the trend of online retail shopping has quite increased. Although M&S has been successful in establishing a reputed online presence through their ecommerce platform, they effectively need to update their platform to meet the latest current trend in the market.
The self checkout process is also a current trend in the retail market section. This effectively helps in saving the time while standing in queues. The successful implementation of this technology has helped the company to attract more customers during this pandemic period. 

	Legal
	●  	Consumer Protection Act
 
	High
	This act impacts on the operation of the M&S. The management of M&S at all times needed to ensure that their products must comply with the consumer protection act in an effective manner (Legislation, 2019). 

	Environmental
	       ●Environmental laws
	High
	The management of M&S has to ensure to use sustainable products during packaging and delivery of the items. This increases the operational cost for the company.


Table 1: PESTEL
(Source – Created by learner)
[bookmark: _Toc73124102][bookmark: _Toc73127206]2.5 Conclusion
The report has been able to provide a detailed understanding about the importance of decision making as well as problem solving skills within the various business organisations. These two skills are effective in assisting the management of any business organisation to identify the possible challenges and mitigating the same with the incorporation of effective strategies. One of the major problems faced by Marks and Spencer has been identified and analysed in detail. The various factors associated with the internal and external environment of the retail organisation have been identified as well as evaluated in an effective manner with the implementation of SWOT and PESTEL analysis. 
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SWOT analysis
	 Strengths

· Marks and Spencer consists of more than 1400 retail stores in the global market. 
· Marks and Spencer offers diversified services to the customers in the global market.
· The liquidity of Marks and Spencer is very high. 
	Weaknesses


· The overall revenue collected by this retail organisation on an annual basis is 10,181.9 million GBP that was recorded to be 10,377 million GBP in the previous year. 

	Opportunities


· Marks and Spencer can avail high business opportunities associated with the building and strengthening of the strategic partnerships. 
· High opportunities associated with the business expansion can be identified for Marks and Spencer in the overall UK market.
· The digital retail sector is estimated to increase by 60.6 billion US dollars towards the end of 2022. 
	Threats



· The gradually increasing rate of labour costs is a threat for the chosen retail organisation. 
· High rates of rivalry as well as imitation of products can be considered as major threats.
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