


1.0 Decision implemented
Based on SWOT (Humphrey, 1960)  and PESTLE  Analysis (Aguilar, 1967), considering the strengths and weaknesses identified, I concluded that the major issue with M&S is poor communication. One possible solution to improve M&S’s rating would be a drastic increase in interactions with customers. No business can survive without customers therefore, for M&S to remain in business, they must provide customers with what they desire. 
With proper communication channels, new ideas and ventures can be created to satisfy customers and maximize profit. (Kovaitė et al, 2020, p 171–191)
 M&S should focus improving communication . This can be done by increasing the engagement with the customers and by training staff to communicate effectively via different platforms (e.g., M&S Instagram account has over 1.8 million followers) (M&S, nd)

2.0 Monitoring the decision
Resources: 
· New staff
 – employing social media admins that can provide 24/7 support + data researchers 
–  customer service that have available chat box online on all social media planforms and websites, also phone calls availability
· New equipment to sustain the work such as: data hosting companies (GODADDY, n.d.)
· Finances to cover to costs of the new staff and the training that must be provided 
Key Indicators:
· Increased Stakeholders engagement
· Positive Feedback from customers 
· Social traffic
· Social media followers engagement 
Targets: 
· Customers of all ages 
· Stakeholders 
· Shareholders
Data Sources:
· Monitoring Social media statistics (Facebook/ Twitter/ Instagram/)  
· Instagram Pool Questions –the account has over 1.8 million followers that could potentially engage with the content presented
· Google Analytics 
· Surveys (both paper and online)


3.0 Reviewing the decision
To review the decision , it is suggested to:
· Understand factors that lead to success or decline – learning from mistakes to improve 
· Facebook/Instagram offers free tools to monitor traffic and customer engagement – by engaging with customers they will have the opportunity to listen to what customers’ needs actually are
· Setting up goals that must be achieved by a deadline (e.g., Gaining minimum of 100 organic online customers engagement per month) –  Use monthly data (google analytics it is a free option to check traffic on the website) 
4.0 Communicating the Decision 
The decision must be communicated with both Internal and external stakeholders 
Internal stakeholders refer to: 
Owners, managers, employees, supervisors, social media admins and data researchers 
External stakeholders refer to: 
Customers, Creditors, suppliers, shareholders. 
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