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Marks and Spencer represent one of the biggest UK brands (MarketLine, 2021), but as any brand, it also has its own problems. The purpose of this report is to identify the main problem that led to the Marks and Spencer decline over the years, and to look and analyse the factors that led to the actual situation. The tools used to identify the main factors will be the SWOT Analysis, which will be focused more on the strengths and weaknesses of the company, and the PESTLE Analysis, which will be conducted to identify the external factors that led to the company’s major problem. 
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Main Findings
Background of organisation
Marks and Spencer started its journey as a small penny bazaar in Leeds, founded by Michael Marks in 1884. A few years later, in 1894, Marks formed a partnership with Tom Spencer, and therefore the name of the brand was changed into ‘Marks and Spencer’ (Tarasanski, 2017). The brand started to gain popularity in the First World War, when it was one of the main sources of supply for needles, threads and buttons that helped people to fix their clothes. After the difficult times of the First World War, the company was focused on providing the essentials to those in need, especially the underwear. Starting from the Second World War, and as of today, the brand is famous for their bra (Smith, 2019). Over the years, the company successfully extended its range of products, and nowadays, Marks and Spencer is selling merchandise such as clothes, underwear, toys, home products etc., food and they also offer other services such as credit cards and travel insurance (MarketLine, 2021). At the same time, the company managed to operate in many other countries and continents as well. 
Even though from the outside Marks and Spencer seems to be very successful, the company is also facing huge problems that impact their business. It is considered that the brand has lost its customers in front of the competition, which is offering cheaper alternatives, more stylish and with a wide range of sizes (Wood, 2019). At the same time, the loyal customers of Marks and Spencer, which are mainly people in their 60s, also turned to competition due to the fact that the quality of the food or merchandise at Marks and Spencer started to disappoint them, and even though they were willing to pay a certain amount of money for quality, they cannot justify spending huge amounts of money for poor quality (The Newsroom, 2016). Moreover, it is considered that Marks and Spencer had made some bad business decisions that upset its customer, like the unsuccessful launch of the loyalty scheme, as well as removing the free biscuits from their coffee and tea packs (Russon, 2020). All the issues described above are, among other, the reason why Marks and Spencer started to lose money at a level that the company is now urged to close many stores with the hope that it can overcome the loss and will start being successful again. 
Impacts of the main problem
The main problem of Marks and Spencer at the moment is the loss of revenue, which dramatically increased in the last year. Compared to 2019, the company has seen a decreased in net revenue by 43.63%, which translated in a GBP201m loss (MarketLine, 2021), a number that is worrying for a giant like Marks and Spencer. 
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The loss of income was already a trend for the company, but the numbers were not such as big and worrying as they are in the present. In addition, it is important to note that the business segment that suffered the most was the UK Clothing and Home, with -46% loss, the following being the international segment with -22% loss, and lastly, the least affected segment was Food, with only -6% loss (Marks and Spencer, 2021).
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Nature
The nature of the problem is represented by the income loss that Marks and Spencer has experienced in the last few years, with the break point last year, when COVID-19 made the situation worse for the giant. This situation was partly caused by COVID-19 and the restrictions from the lockdowns, but the main reason is the fact that Marks and Spencer started to slowly disappoint its customers, making them to not want to spend more money in the store (Wood, Butler, 2018). The food sector did not have too big of a loss compared with the Clothing and Home sector because during the lockdown the Marks and Spencer food stores were allowed to remain open, while all other Marks and Spencer stores were forced to close. 
Scope
There were lots of factors that contributed to the actual problem of Marks and Spencer, but the most important it is the changed attitude of the customers. Marks and Spencer is well known for its high prices and excellent quality, and the customers were willing to pay a higher price for a quality product. When Marks and Spencer quality started to become lower, but the prices remained the same, the customers started to look for new alternatives into Marks and Spencer’s competitors that offered maybe the same quality at a lower price (Skeldon, 2020). In addition to the quality that started to become lower, customers also noticed, for example, the fact that Marks and Spencer is not such as inclusive brand, with sized that do not match different types of bodies, and that the company is not so diverse and inclusive that they think they are, and this also made the customers to chose to buy from other stores, that are more inclusive, diverse, and more adaptable to everyone’s needs (Nazir, 2020). 
On the other side, the global pandemic negatively impacted all businesses, but in UK, Marks and Spencer was the leader at job losses, with unfortunately 7000 of job losses (Knapman, Boles, 2020).
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Moreover, after more than 1 year since the start of the pandemic, the company is currently taking action to close another 30 stores, in a strategy to make up for the loss and to start to generate profit (MarketLine, 2021), strategy can be successful if the company is willing to fix its relationship with the customer and not to focus only on the cost reductions that will come after the stores closing. 

Impact
The most impacted person are the employees. The ex-employees were impacted by losing their jobs and their incomes, which affected, as well, other families with personal circumstances, and also made it difficult for those people to find jobs in other store with the current global situation, when the retail had been the most affected sector (Sky News, 2021). The actual employees, on the other side, do not have the job security, meaning that anytime they can lose their job as well if a new strategy is needed. At the same time, the actual employees are also facing changes in regards to internal jobs, due to the fact that the company continue to shuffle some of the top job from the organisation for the turnaround plan (MarketLine, 2021).
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SWOT (internal) analysis
Based on the SWOT analysis from appendices, it can be easily spotted that the company has big weaknesses which can be hardly changed using the company strengths that cannot make up, at the moment, for the weaknesses. The analysis is also proving the causes of the main problem of the company, the income loss, which affected over 7000 employees. 
The company strengths are the store network, which offers access to more customers all over the world, having potential of increasing the sales (Marks and Spencer, 2020), a wide range of products and services, which is also beneficial for customers that are looking to be able to shop for multiple products in the same place or use multiple services in one place, a leading retailer position (MarketLine, 2021), which can help the company to overcome the problems if a better strategy is put in place and an international presence, which is beneficial for the income of the company, especially since every country has different tax rates (Skeie, 2017).
On the other hand, the weaknesses of the company are the lack of diversity and inclusion, which is frustrating and disappointing for the customers that cannot find what they need at Marks and Spencer, and they need to go to another store, because, for example, clothes are not made for all sizes (Insider, 2019), the poor quality of products, which can make the customers to complain or to not return for a second shopping session at Marks and Spencer and they can also leave poor reviews on TrustPilot, as they already did, and from 5010 reviews, the score is poor, with 61% bad reviews(TrustPilot, 2021).
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At the same time, the high prices are also a weakness, especially because the customers are complaining about the poor quality of products and how they do not deserve to be priced as they are. The last weakness is represented by the job losses, which creates instability and tension inside the company, which can also make the employees to not be as productive as they should be (University of East Anglia, 2016).


PESTLE (external) analysis
The PESTLE analysis conducted in appendices shows that Marks and Spencer is influenced by many factors, that can either create opportunities for the company, either can create more issues or threats. 
The political element is influenced by only one factor, the Brexit, which can make the transactions between countries more complex, and further, they can affect the international sales and the profit. The main reason for that is that the paperwork needed to be done at the borders, due to the deal between EU and UK (Armitage, 2021). 
There are two economical factors that affects Marks and Spencer: the Brexit and the COVID-19 pandemic. The Brexit brings increased taxes, decreased CCI in the UK, which means that people will have less money to spend on non-essential things and GBP devaluation (Faria, 2020). On the other side, COVID-19 and the global pandemic made Marks and Spencer close a few of their stores and made its employees lose their jobs. 
Socially, Marks and Spencer is affected by two factors: the change in customers’ attitude and the diversity. The change in customers’ attitudes means that customers usually change their needs, and the company must be ready to adapt to it. For example, as explained at the economical element, there will be a decreased CCI, which means that the expensive products from Marks and Spencer will not be as needed as they were, and the customers will choose to spend their money elsewhere if no action will be taken, which will not help the company with the revenue loss. At the same time, the same consequence will apply if the company will not become more diverse, especially since the new generation is all about being diverse and inclusive no matter the size, race, or sex (Lyons, 2018).
The technological element is mostly impacted by the e-commerce, which represents an opportunity for the company to start selling more items online to save space and rent money from stores. At the same time, the company signed a huge deal with Deliveroo and BP for Marks and Spencer food, which means that people now have the option to receive their groceries at home in exchange of a small fee, but they can also benefit from different Deliveroo discount codes (Cruse, 2020).
Legally, the company is impacted by GDRP and the financial dispute. The GDPR is crucial nowadays because the company must protect the customers’ data, but it is more important for the company because it already had a data breach which made the organisation to close its online store for a few days and they also lost their customers’ trust (McDonald, 2015). On the other side, Marks and Spencer had a financial dispute with its landlord in Ireland and they might lose money as well (Paul, 2017).
The environmental element is affected by the sustainability, which the company is respecting and tries its best to become as sustainable as possible by promoting the recycling and by having a no waste policy (Marks and Spencer, 2014). 
[bookmark: _Toc72058871]Conclusion
In conclusion, the current situation of Marks and Spencer is a result of a company that did not take into consideration the needs and desires of its customers. The current loss is not a result of the global pandemic, that one only aggravated the situation and forced the company to rethink a strategic plan to start gaining profit. Unfortunately, the attitude towards customers has as consequence the income loss because the customers preferred to shop from companies that can treat them better and satisfy their needs. At the same time, if Marks and Spencer will not create a new strategic mission to satisfy and regain its customers, they will continue to lose revenue and more people will lose their jobs.
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	Opportunities

Online retail market growth
Partnerships with Deliveroo and BP

	Threats

Competition
Fashion trends
Labour costs

	Strengths

Store Network
A wide range of products and services
Leading retailer position
International presence

	Weaknesses

[bookmark: _Hlk73635954]Lack of diversity and inclusion
Poor quality
High prices
Job losses
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PESTLE Analysis

	Element
	Factor
	Business Impact

	Political
	Brexit
	Complex selling operations outside the UK


	Economical
	Brexit



COVID-19
	Increased taxes
Decreased CCI in the UK, 
GBP devaluation

Job losses
Store closure

	Social
	Change in customers’ attitude



Diversity
	Losing customers to the competition


Losing customers because Marks and Spencer does not offer a wide range of diverse products

	Technological
	E-commerce
	Possibility to make more online sales
Partnership with Deliveroo and BP


	Legal
	Financial dispute


GDPR
	Loss of money


They must be able to assure the data protection of the customers that use bank services with them or subscribe to the newsletter

	Environmental
	Sustainable products
	Zero wasting policy, 
Recycling.
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