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[bookmark: _Toc73355444]Introduction
The report is focused on a chosen organization (Marks and Spencer) to conduct a SWOT and PESTLE analysis. Based on the organization's case study, a specific tissue was identified, and according to the issue, the organization's current strengths and weaknesses have been highlighted in this report. The impact of the significant issue associated with its nature and the scope of the report is also highlighted in the later sections. The SWOT analysis would be conducted as an internal analysis, where the PESTLE analysis would be an external analysis of Marks and Spencer according to the chosen issue.
[bookmark: _Toc73355445]Main Findings
[bookmark: _Toc73355446]Background of Organisation
The chosen organization for this report is Marks and Spencer. The organization is one of the most successful British multinational retailers founded more than 130 years ago. Currently, they are operating in more than 1400 locations worldwide with a total of 78000 employees (Brauner, Dourado and Traversa, 2015). But during the pandemic, the organization faced a massive economic fall, and they had to cut off more than 900 employees. Scholars have identified several issues that resulted in such situations. One of the major problems of the organization was that it did not make proper decisions accordingly. Apart from that, scholars have also identified that the organization did not listen to its customers. At the same time, the customers complained that the organization did not give their requirements and preferences priority. Finally, the organization did not invest more in their retail stores and outlets at different locations worldwide. In this report, one of the issues would be analyzed by SWOT and PESTLE analysis.
[bookmark: _Toc73355447]Impacts of the Main Problem
After assessing the case study, several problems and issues were identified in Marks and Spencer. But among other issues, the major one is associated with their tendency not to listen to their customers. It can be elaborated in broader aspects where segmentation of the customers is not ensured, and their choices and preferences are not given priority (Anvari, Mohamad Amin and Seliman, 2010). They are also unable to meet the requirements of the customers through proper promotional activities. Because of this issue, a higher customer turnover rate can be seen, resulting in economic instability. As they cannot make enough, they had to cut off employees who are potentially degrading their assets. Moreover, the economic fall forces the organization to take drastic steps, which is harmful to their long term sustainability.
[bookmark: _Toc73355448]Nature
The nature of the problem is mainly associated with a lack of planning and proper segmentation of the customer group. Focusing on a particular department of the organization is also responsible for this issue of Marks and Spencer. Adequate coordination among multiple concerns of the organization was also not ensured. The tendency of the employees and authority of the organization was to develop more products for customers but not prioritizing their opinions and point of views. Such a neglecting nature of the employees and the automatic resulted in the current economic fall of the organization (Hurley and Estelami, 2007).
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The scope of this report is to assess the current issue of Marks and Spencers to highlight the consequences of the organization. By conducting the internal and external analysis of the case, it will be easier for the organization to comprehend the gravity of the problem regarding their economic stability and organizational sustainability. It will also help them to formulate mitigation plans using the strengths and opportunities they currently have. Technological advancement, a diverse workforce and positive environmental factors could be appropriately used for addressing the customer negligence related issues. Moreover, it will also help the organization develop more creative and effective promotional activities to target every customer group.
[bookmark: _Toc73355450]Impact
The identified issue that was mainly concerned with giving priority to the customers is detrimental for both the organization and its employees. The primary issue has caused a higher customer turnover rate resulting in Marks and Spencers' economic instability. Because they cannot make enough revenue, they must close outlets all over the world and lay off employees to reduce operational costs (Campbell and Abdul Rahman, 2010). Even though it is a significant threat to the organization as they are cutting off valuable assets, in such a case, no alternatives are left. The brand image of the organization would also be in jeopardy. 
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In this section, the strengths of Marks and Spencer would only be encompassed within the main issue that has been identified after assessing the case study. The main problem in the organization is not prioritizing customers and not taking into account their opinions. It is also facilitated by improper customer segmentation and proper marketing strategies among the specific customer group. But they have some advantages that would be considered strengths in this section that could be used to mitigate this issue while restoring the economic stability and growth of the organization .
The first advantage is associated with diversity in the workplace. The organization has recruited employees from different cultural and socio-economic backgrounds for ensuring diversity in the workplace. A diverse workforce is essential for coming up with viable solutions addressing significant issues of the organization (Jones et al., 2005). Different strategies and policies could be formulated associated with improved customer segmentation and prioritizing customers. The diverse workforce could also help come up with plans for customer retention.
The second strength of the organization is the multichannel presence. The organization operates business both in stores and online. A total of 300 inline stores accompanied by more than 900 stores in the United Kingdom are operated by the organization. So in terms of formulating different strategies for attracting customers, both channels collaboratively develop segmentation plans and demographics.
The third strength addressing the current issue of Marks and Spencer is their ability to innovate. Since the organization promotes working with a diverse workforce, they emphasize thinking outside the box for everything. This creativity can be used to modify the current customer management and analysis plan alongside their proper segmentation (Rippin, 2005).
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Customer satisfaction should be given the highest priority under any circumstances by organizations, irrespective of their type and span. It is primarily applicable to retail industries. After accessing the guest study, it was seen that Marks and Spencer did not listen to the customers and did not take the opinion of the customers into account. It is one of the main reasons for their economic breakdown, which led to cutting off more than 900 employees. This particular weakness of the organization led to several other drawbacks and wrong decisions as well. Proper segmentation of customers is essential for gaining the attention of new customers as it helps gain competitive age over the competitors in the market (Scott and Walker, 2016). Customer segmentation is also critical for demonstrating detailed information regarding the needs and requirements of the customers. But unfortunately, Marks and Spencer did not focus on customer segmentation either, which was another reason for the economic catastrophe of the organization. Because the organization did not focus on customer segmentation properly, they could not distinguish specific customer groups based on their preference. It also caused significant issues for the organization because proper marketing strategies and promotional activities could not be implemented according to the specific age groups of the customers. Undoubtedly, customers in their 20s would not focus on clothing suitable for those in their 50s or 60s. Customers have complained that the organization conducted different promotional activities where a 20-year-old model was wearing different clothing suitable for those above 60 years old. Customers have been complaining about this inconsistency in promotional activities of the organization, but they did not take this matter into account and keep those promotional activities going on. Because of this reason, the customer realized that their opinions are not valued properly, and their requirements are also not fulfilled. 
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In the PESTLE analysis of Marks and Spencer, the external analysis would be emphasized that means the opportunities and threats would be elaborated in every aspect in the PESTLE analysis. Some of the consequences resulting from the identified issue (ineffective prioritization of the customers) could contribute to opportunities, while some could contribute to threats.
[bookmark: _Toc73355455]Political Factors
Because of the customer turnover rate of Marks and Spencer, they have experienced economic instability, and because of this reason, they had to cut off several employees during the pandemic. But the taxation rate remained the same, which caused trouble for the organization as they were not making enough money. Moreover, with the higher customer turnover rate, they were struggling overseas since almost all countries imposed lockdown and closure of borders. The situation impacted EC's trade agreement, and it resulted in higher sourcing costs. The Brexit incident also negatively impacted foreign taxation, and other legislative policies were changing (Faria, 2020). The outlets of the organization in foreign countries had a significant customer turnover rate because of these issues.
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As Marks and Spencer did not focus on proper segmentation and demographics of the customers, the customer turnover rate started to rise, resulting in economic instability of the organization. It started to become a significant threat to the closure of different outlets all over the country and overseas as well. The advertising strategies to target specific customers and age groups were also not fruitful for the organization; they had to cut off employees, resulting in the unemployment of more than 900 individuals. The quality of the infrastructure of the organization also started to fall. The rise of labour costs due to the pandemic was also one of the threats to Marks and Spencer (Grayson, 2011).
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In terms of social factors, the organization had one of the significant advantages, which could be considered an opportunity since they have a diverse workforce that could resolve several ongoing issues. The level of education of the employees is also high because of the recruitment strategies followed by the organization. During the recruitment sessions, they ensured to hire the maximum competent and qualified employees (Worth, 2007). Apart from that, the employees' positive workplace culture and innovation spirit could help modify the existing customer prioritization plan and their proper segmentation. Creativity could also be implemented in the organization's advertising strategies in promoting products for particular age groups.
[bookmark: _Toc73355458]Technological Factors
Marks and Spencer have another opportunity in this area where they can use different tools and techniques apart from rigorous research and development projects to address the current issue associated with ineffective customer segmentation and prioritization. They used various technological tools and applications for facilitating their business process and recruitment as well. Apart from that, they are also familiar with social media promotional activities, which are beneficial for attracting potential customers (Mellahi, Jackson and Sparks, 2002). They have to conduct more research and development regarding the customer segmentation strategies and promotional activities targeting every customer group on social media platforms.
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The legislation of countries worldwide changes frequently and it is seen most often in the pandemic situation. So a solid customer base and a low turnover rate are essential for keeping the economic growth stable. But since the customer turnover rate is high because of inefficient customer segmentation and proper marketing strategies to attract specific customer groups, the organization cannot cope with the changing legislation of the countries. It is contributing towards threats of an organization.
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After conducting the PESTLE analysis, it can be said that the current issue of Marks and Spencer can be resolved as the organization has several opportunities in terms of environmental factors. First of all, they will use renewable energy sources to reduce the emission of carbon. With this specific activity and dedication towards the eco-friendliness of the organization, investors all over the world are interested in green investment in Marks and Spencer (Eyraud, Clements and Wane, 2013). The enormous amount of investment can be used to conduct more research and development projects to come up with solutions regarding proper customer segmentation and take into account their priority and requirements. 
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The report focused on one of the significant issues of the chosen organization, Marks and Spencer and conducted both internal and external analysis. After completing the SWOT analysis, the major weakness of the organization regarding the identified issue of customer dissatisfaction and ineffective segmentation was brought under the spotlight. The strengths pointed out the current positive aspects of the organization that can be used for minimizing the identified issue. The external analysis was conducted by PESTLE analysis, and both opportunities and threats of the organization were identified. If Marks and Spencer wants to mitigate the current major issue, formulate new customer satisfaction strategies and prioritization through rigorous research and development projects.
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	Opportunities

1. High research and development opportunities.
2. Strong focus on innovation.
Most competent workforce.

	Threats

1. Customer turnover rate.
2. Changing legislation all over the world.
3. Ineffective customer segmentation

	Strengths

1. Effective social media promotion.
2. Effective recruitment strategies.
3. Diversity in workplace.
	Weaknesses

1. Economic fall and instability.
2. Ineffective marketing strategies focusing particular age group.
3. Neglecting customer opinion and preferences.
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	Element
	Factor
	Business Impact

	Political
	Brexit
	Changing foreign policies and legislation. 

	Economical
	High unemployment rate.
	The organization would lose some of its major assets.

	Social
	Diverse workforce
The level of educations among the employees.
	Efficient workforce; useful for coming up with viable solution for the detected issue.

	Technological
	Efficient recruitment
Social media promotion
Rigorous research and development.
	Creating strong organizational brand value over the social media platform with most competent workforce. It is also useful for coming up with viable solution for the detected issue.

	Legal
	Changing legislation all over the world in the pandemic.
	Economic instability.

	Environmental
	Environmental protection
Usage of non-renewable energy sources.
Green investment from investors all over the world.
	More money to spend of research and development for the formulation of modified customer segmentation strategy.
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