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Anotace 

Cí lem té to d i p l o m o v é p r á c e s n á z v e m „S t ra teg i cké ř ízení v y b r a n é s p o l e č n o s t i " je na 

zák ladě p r o v e d e n ý c h ana lýz nav rhnou t s t ra teg i i p ro konk ré tn í oddě len í s p o l e č n o s t i 

T A T A M O T O R S . P o s tanoven í zák ladn ích p o j m ů b u d e v p rác i nas t íněn p r o c e s 

s t r a t e g i c k é h o řízení, v č e t n ě f o r m u l a c e , i m p l e m e n t a c e a p ř e z k o u m á n í s t ra teg ie . 

Ana lýza b u d e z a h r n o v a t p o s o u z e n í vn i t řn ího i vně jš ího p ros t řed í . V p rak t i c ké čás t i 

b u d o u ty to ana l ýzy ap l i kovány s c í lem p o s k y t n o u t d o p o r u č e n í p ro podn i k . V závě ru 

p ráce b u d e nav ržena s t ra teg ie pro v y b r a n á oddě len í p o d n i k u . 
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St ra teg i cké řízení, IE ma t i ce , P E S T , E F E ma t i ce , m e t o d a V R I O , 7S ana lýza , S W O T 

ana lýza , S P A C E ana lýza , f o r m u l a c e s t ra teg ie , i m p l e m e n t a c e s t ra teg ie , r e v i z e 
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Introduction 

Th is t h e s i s is d e d i c a t e d to e x p l o r i n g the c o m p l e x f i e ld of s t ra teg ic m a n a g e m e n t , 

w h i c h i n v o l v e s the d e v e l o p m e n t a n d e x e c u t i o n of an o r g a n i z a t i o n ' s o b j e c t i v e s . 

C h a p t e r O n e d e l v e s into the o r ig ins of the t e rm s t ra tegy a n d d i s c u s s e s k e y 

c o m p o n e n t s of s t ra teg i c m a n a g e m e n t , s u c h a s c o m p a n y s t ra tegy , m i s s i o n a n d v i s i o n , 

a n d b e n c h m a r k i n g . C h a p t e r t w o e x a m i n e s the s t ra teg i c m a n a g e m e n t s y s t e m a s a 

c o n t i n u o u s a n d e v o l v i n g p r o c e s s . T h e s u b s e q u e n t c h a p t e r c o n d u c t s a s t ra teg ic 

a n a l y s i s , b r e a k i n g it d o w n into ex te rna l a n d internal a n a l y s e s . T h e ex te rna l ana l ys i s 

wi l l u t i l ize P E S T a n a l y s i s , P o r t e r ' s f i ve f o r c e s m o d e l , s t ra teg i c m a p p i n g , a n d the E F E 

matr ix . T h e in ternal e n v i r o n m e n t wil l b e a n a l y z e d u s i n g V R I O , por t fo l io a n a l y s i s , 4 P 

marke t i ng mix, 7 S a n a l y s i s , a n d IFE matr ix . T h e f o l l o w i n g c h a p t e r s u m m a r i z e s the 

in ternal a n d ex te rna l a n a l y s e s , ut i l iz ing the IE, S W O T , a n d S P A C E matr ix . T h e t hes i s 

t hen p r o c e e d s w i th f o rmu la t i ng a n d e s t a b l i s h i n g a s t ra tegy , i m p l e m e n t i n g it, a n d 

mon i to r i ng its p r o g r e s s . In the p rac t i ca l por t ion of the t h e s i s , the s t ra teg ic 

m a n a g e m e n t of T A T A M O T O R S wi l l b e e v a l u a t e d u s i n g the a f o r e m e n t i o n e d a n a l y s e s . 

T h e goa l o f th is t h e s i s is to p r o p o s e a s t ra tegy fo r a par t icu lar d e p a r t m e n t w i th in T A T A 

M O T O R S . 
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1. Definitions of Fundamental Concepts 

In th is c h a p t e r , f u n d a m e n t a l c o n c e p t s s u c h a s s t ra tegy , s t ra teg i c m a n a g e m e n t , 

b u s i n e s s m a n a g e m e n t , a n d b e n c h m a r k i n g wi l l b e d e f i n e d . 

1.1 Strategy 

St ra tegy r e p r e s e n t s the l i nchp in of o rgan i za t i ona l d i rec t i on a n d s u c c e s s . It 

e n c o m p a s s e s a ho l is t ic a p p r o a c h to r e s o u r c e a l l oca t i on , c o m p e t i t i v e pos i t i on ing , a n d 

goa l a t ta inment (Dav id a D a v i d , 2017). Wi th in the s t ra teg i c m a n a g e m e n t f r a m e w o r k , 

the f o rmu la t i on of s t ra tegy i n v o l v e s a m e t i c u l o u s a n a l y s i s of in ternal capab i l i t i es a n d 

ex te rna l e n v i r o n m e n t a l f a c t o r s , s u c h a s marke t d y n a m i c s , t e c h n o l o g i c a l 

a d v a n c e m e n t s , regu la to ry c h a n g e s , a n d c o m p e t i t i v e p r e s s u r e s (Ba rney a Hes te r l y , 

2019) . 

E f f ec t i ve s t ra tegy f o rmu la t i on h i n g e s o n the iden t i f i ca t ion a n d exp lo i ta t ion of c o r e 

c o m p e t e n c i e s , w h i c h s e r v e a s s o u r c e s of s u s t a i n a b l e c o m p e t i t i v e a d v a n t a g e (Ba rney 

& Hes te r l y , 2019) . T h e s e c o m p e t e n c i e s m a y man i f es t in v a r i o u s f o r m s , i nc lud ing 

t e c h n o l o g i c a l i nnova t i on , b r a n d repu ta t ion , ope ra t i ona l e f f i c i e n c y , or s t ra teg ic 

a l l i a n c e s . By a l i gn ing o rgan i za t i ona l r e s o u r c e s a n d capab i l i t i es wi th marke t 

oppo r tun i t i es a n d th rea ts , s t ra teg ic p l a n n e r s s e e k to m a x i m i z e v a l u e c rea t i on a n d 

l o n g - t e r m v iab i l i ty (Ba rney a Hes te r l y , 2019) . 

M o r e o v e r , s t ra teg i c m a n a g e m e n t n e c e s s i t a t e s a p r o a c t i v e s t a n c e t o w a r d s 

uncer ta in ty a n d c h a n g e . In t o d a y ' s vo la t i le a n d h y p e r c o m p e t i t i v e b u s i n e s s l a n d s c a p e , 

o r g a n i z a t i o n s m u s t exh ib i t adaptab i l i t y a n d agi l i ty in thei r s t ra teg i c e n d e a v o u r s 

( J o h n s o n et a l . , 2 0 2 0 ) . T h i s enta i ls not on ly f o rmu la t i ng robus t s t ra teg ies but a l so 

c o n t i n u o u s l y mon i to r i ng p e r f o r m a n c e , s c a n n i n g the ex te rna l e n v i r o n m e n t fo r 

e m e r g i n g t r e n d s , a n d m a k i n g t ime ly a d j u s t m e n t s to ma in ta in s t ra teg i c r e l e v a n c e 

( J o h n s o n et a l . , 2 0 2 0 ) . 
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1.2 Strategie Management 

T h e c o n c e p t of s t ra teg ic m a n a g e m e n t t r a n s c e n d s the f o rmu la t i on of s ta t ic p l a n s ; 

rather, it e m b o d i e s a d y n a m i c a n d i terat ive p r o c e s s of s t ra teg ic th ink ing a n d ac t i on 

( J o h n s o n et a l . , 2 0 2 0 ) . R o o t e d in the s e m i n a l w o r k of s c h o l a r s s u c h a s Igor A n s o f f 

a n d H e n r y M i n t z b e r g , s t ra teg i c m a n a g e m e n t e n c o m p a s s e s mul t ip le in ter re la ted 

p h a s e s , i n c l ud ing e n v i r o n m e n t a l a n a l y s i s , s t ra tegy f o rmu la t i on , s t ra tegy 

imp lemen ta t i on , a n d s t ra tegy eva lua t i on ( J o h n s o n et a l . , 2 0 2 0 ) . 

Cen t ra l to the s t ra teg i c m a n a g e m e n t p r o c e s s is the no t ion of s t ra teg i c fit, w h e r e i n 

o rgan i za t i ona l s t ra teg ies a re h a r m o n i z e d w i th bo th in ternal capab i l i t i es a n d ex te rna l 

marke t c o n d i t i o n s ( J o h n s o n et a l . , 2 0 2 0 ) . T h i s en ta i l s a n u a n c e d u n d e r s t a n d i n g of the 

o r g a n i z a t i o n ' s s t r eng ths , w e a k n e s s e s , oppo r tun i t i es , a n d th rea ts ( S W O T ana l ys i s ) , 

w h i c h s e r v e s a s the f o u n d a t i o n fo r s t ra teg ic d e c i s i o n - m a k i n g ( P e a r c e a R o b i n s o n , 

2 0 0 0 ) . 

F u r t h e r m o r e , s t ra teg i c m a n a g e m e n t n e c e s s i t a t e s a ho l is t i c a p p r o a c h to 

o rgan i za t i ona l g o v e r n a n c e , f o s t e r i n g a l i gnmen t a n d c o h e r e n c e a c r o s s v a r i o u s 

f unc t i ona l a r e a s a n d h i e ra r ch i ca l l eve l s ( P e a r c e a R o b i n s o n , 1994) . T h i s in tegra t ion of 

s t ra tegy into d a y - t o - d a y o p e r a t i o n s requ i res e f f e c t i v e c o m m u n i c a t i o n , co l l abo ra t i on , 

a n d l e a d e r s h i p to m o b i l i z e o rgan i za t i ona l r e s o u r c e s t o w a r d c o m m o n o b j e c t i v e s 

( P e a r c e a R o b i n s o n , 1994) . 

1.3 Company strategy 

Cra f t i ng a c o m p a n y - s p e c i f i c s t ra tegy enta i ls ta i lo r ing o v e r a r c h i n g s t ra teg i c p r i nc ip les 

to the un i que c o n t e x t a n d asp i r a t i ons of the o r g a n i z a t i o n ( H a n s o n et a l . , 2016) . Th i s 

p r o c e s s i n v o l v e s a c a r e f u l a n a l y s i s of indus t ry d y n a m i c s , c o m p e t i t i v e pos i t i on ing , a n d 

in ternal capab i l i t i es to ident i fy s t ra teg i c oppo r tun i t i es a n d th rea ts ( H a n s o n et a l . , 

2016) . 

A t the hear t of c o m p a n y s t ra tegy l ies the c o n c e p t of c o m p e t i t i v e a d v a n t a g e , w h e r e b y 

o r g a n i z a t i o n s d i f fe ren t ia te t h e m s e l v e s f r o m r iva ls t h r o u g h s u p e r i o r v a l u e p ropos i t i on 

or c o s t l e a d e r s h i p ( H a n s o n et a l . , 2016) . S u s t a i n a b l e c o m p e t i t i v e a d v a n t a g e m a y s t e m 
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f r o m v a r i o u s s o u r c e s , i nc l ud ing p r o d u c t i nnova t i on , ope ra t i ona l e x c e l l e n c e , c u s t o m e r 

in t imacy , or s t ra teg i c a l l i a n c e s ( H a n s o n et a l . , 2016) . 

M o r e o v e r , e f f e c t i v e c o m p a n y s t ra tegy n e c e s s i t a t e s a k e e n u n d e r s t a n d i n g of ta rget 

marke t d y n a m i c s a n d c u s t o m e r p r e f e r e n c e s . By s e g m e n t i n g the marke t a n d ta i lo r ing 

o f f e r i ngs to s p e c i f i c c u s t o m e r s e g m e n t s , o r g a n i z a t i o n s c a n e n h a n c e c u s t o m e r 

sa t i s f ac t i on , loyal ty , a n d prof i tab i l i ty ( H a n s o n et a l . , 2016) . Add i t i ona l l y , s t ra teg i c 

r e s o u r c e a l l oca t ion p l ays a c r i t i ca l ro le in o p t i m i z i n g the d e p l o y m e n t of f i nanc ia l , 

h u m a n , a n d t e c h n o l o g i c a l r e s o u r c e s to s u p p o r t s t ra teg i c o b j e c t i v e s ( H a n s o n et a l . , 

2016) . 

1.4 Mission and vision of the company 

Defining Mission: 

T h e m i s s i o n of a c o m p a n y e m b o d i e s the f o u n d a t i o n a l intent of its o w n e r s a n d top 

m a n a g e m e n t . It is a pub l i c dec l a ra t i on that c o m m u n i c a t e s the c o m p a n y ' s s t ra teg ic 

d i rec t i on , v a l u e s , a n d c o m m i t m e n t s to s t a k e h o l d e r s . T h i s v i e w is e c h o e d by (Bar tkus 

et a l , 2 0 0 6 ) , w h o e m p h a s i z e the ro le of the m i s s i o n in f o s t e r i n g o rgan i za t i ona l ident i ty 

a n d s t a k e h o l d e r e n g a g e m e n t . T h e y pos i t that a w e l l - d e f i n e d m i s s i o n s h o u l d 

e n c a p s u l a t e the c o m p a n y ' s u n i q u e c o m p e t e n c i e s , s o c i e t a l con t r i bu t i ons , a n d e th ica l 

c o n s i d e r a t i o n s . 

M o r e o v e r , the d y n a m i c na ture of the m i s s i o n is h igh l i gh ted by w h o s u g g e s t s that 

wh i l e it r e m a i n s s tab le o v e r t ime, p e r i o d i c u p d a t e s m a y b e n e c e s s a r y to re f lec t 

c h a n g i n g marke t d y n a m i c s a n d s t ra teg i c i m p e r a t i v e s . T h i s a l i gns w i th the p e r s p e c t i v e 

of ( J o h n s o n et a l , 2 0 0 8 ) , w h o a d v o c a t e fo r a s t ra teg i c m a n a g e m e n t p r o c e s s that 

e m b e d s the m i s s i o n into o rgan i za t i ona l p r a c t i c e s , e n s u r i n g c o h e r e n c e a n d a l i gnmen t 

a c r o s s all l eve l s of the o r g a n i z a t i o n . 
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Characterist ics of Mission: 

S e v e r a l key f e a t u r e s of a c o m p a n y ' s m i s s i o n : 

• Expression of Strategic Intention: T h e m i s s i o n a r t i cu la tes the c o m p a n y ' s 

s t ra teg ic o b j e c t i v e s a n d pr ior i t ies , gu i d i ng d e c i s i o n - m a k i n g a n d r e s o u r c e 

a l l oca t i on . 

• Public Declaration: It is c o m m u n i c a t e d to s t a k e h o l d e r s , i n c l ud ing e m p l o y e e s , 

c u s t o m e r s , s h a r e h o l d e r s , a n d s u p p l i e r s , s h a p i n g the i r p e r c e p t i o n s a n d 

e x p e c t a t i o n s of the c o m p a n y . 

• Behavioural Standard: W i th in the o r g a n i z a t i o n , the m i s s i o n s e r v e s a s a 

f u n d a m e n t a l s t a n d a r d fo r the b e h a v i o u r of m a n a g e m e n t a n d e m p l o y e e s , 

f o s t e r i n g a l i gnmen t a n d c o n s i s t e n c y in a c t i o n s a n d d e c i s i o n s . 

Defining Vis ion: 

In con t ras t to the m i s s i o n , the v i s i o n of a c o m p a n y r e p r e s e n t s its l o n g - t e r m 

asp i r a t i ons a n d d e s i r e d fu tu re s ta te . (Ro thae rme l , 2019) e m p h a s i z e s the s i g n i f i c a n c e 

of de f i n i ng bo th v i s i on a n d m i s s i o n a s the f o u n d a t i o n a l s t e p in the s t ra teg ic 

m a n a g e m e n t p r o c e s s . T h e v i s i on s e t s the o v e r a r c h i n g goa l fo r the o r g a n i z a t i o n , 

p rov i d i ng a r o a d m a p fo r s t ra teg i c in i t ia t ives a n d r e s o u r c e a l l oca t i on . 

Characterist ics of Vis ion: 

(Ro thae rme l , 2019) ou t l i nes the c h a r a c t e r i s t i c s of an e f f e c t i v e v i s i o n : 

• Long-Term Goal: T h e v i s i o n a r t i cu la tes the p r imary l o n g - t e r m goa l of the 

o r g a n i z a t i o n , p rov i d i ng c lar i ty a n d d i rec t i on fo r s t ra teg i c e n d e a v o u r s . 

• Inspiration: It i n sp i r es s t a k e h o l d e r s by pa in t ing a c o m p e l l i n g p i c tu re of the 

o r g a n i z a t i o n ' s d e s i r e d fu tu re s ta te , mot i va t ing t h e m to con t r i bu te t o w a r d s its 

rea l i za t ion . 

• Strategic S u c c e s s : S t ra teg i c s u c c e s s b e g i n s wi th the f o rmu la t i on of a c l e a r 

v i s i on a n d c o n t i n u e s as th is v i s i o n is t r ans la ted into a c t i o n a b l e s t ra teg ies a n d 

in i t ia t ives. 
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1.5 Benchmarking 

B e n c h m a r k i n g e m e r g e s as a s t ra teg i c impe ra t i ve fo r o r g a n i z a t i o n s s e e k i n g to 

e n h a n c e p e r f o r m a n c e a n d f o s t e r c o n t i n u o u s i m p r o v e m e n t ( C a m p , 1989) . R o o t e d in 

the p h i l o s o p h y of lea rn ing f r o m bes t p r a c t i c e s , b e n c h m a r k i n g enta i l s a s y s t e m a t i c 

p r o c e s s of i den t i f y ing , u n d e r s t a n d i n g , a n d a d a p t i n g s u p e r i o r m e t h o d o l o g i e s f r o m 

indus t ry p e e r s . 

D i f fe ren t t y p e s of b e n c h m a r k i n g ex is t , i nc l ud ing c o m p e t i t i v e , f unc t i ona l , a n d in terna l , 

e a c h o f fe r i ng un ique ins igh ts into o rgan i za t i ona l p e r f o r m a n c e a n d oppo r tun i t i es f o r 

i m p r o v e m e n t . By b e n c h m a r k i n g aga ins t indus t ry l e a d e r s a n d t o p p e r f o r m e r s , 

o r g a n i z a t i o n s c a n ident i fy g a p s in p e r f o r m a n c e a n d imp lemen t t a r g e t e d in te rven t ions 

to b r i dge t h e s e d i s c r e p a n c i e s . 

F u r t h e r m o r e , b e n c h m a r k i n g e x t e n d s b e y o n d m e r e p e r f o r m a n c e c o m p a r i s o n to 

e n c o m p a s s a b r o a d e r p e r s p e c t i v e o n o rgan i za t i ona l e x c e l l e n c e a n d i nnova t i on . By 

s t u d y i n g bes t p r a c t i c e s a c r o s s d i v e r s e i ndus t r i es a n d d i s c i p l i n e s , o r g a n i z a t i o n s c a n 

unear th n e w ins igh ts a n d i d e a s fo r e n h a n c i n g e f f i c i e n c y , qual i ty , a n d c u s t o m e r 

s a t i s f a c t i o n . T h i s c r o s s - p o l l i n a t i o n of i d e a s f o s t e r s a cu l tu re of c rea t iv i ty a n d 

adaptab i l i t y , d r i v ing o rgan i za t i ona l agi l i ty a n d r es i l i ence in a d y n a m i c b u s i n e s s 

e n v i r o n m e n t . T h e s e p r i nc i p l es h a v e b e e n s ta ted by ( C a m p , 1989) . 
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2. Strategic management process 

In th is c h a p t e r , s t ra teg i c m a n a g e m e n t wi l l b e d e f i n e d . 

S c h o l a r l y s o u r c e s in s t ra teg i c m a n a g e m e n t c o n s i s t e n t l y s t r e s s the i m p o r t a n c e of a 

c o n t i n u o u s a n d d y n a m i c a p p r o a c h to nav iga t i ng the c o m p l e x i t i e s of the b u s i n e s s 

e n v i r o n m e n t (Hitt et a l . , 2001 , p. 54 ) . T h e s t ra teg i c m a n a g e m e n t p r o c e s s is i terat ive 

a n d c y c l i c a l , e m p h a s i z i n g o n g o i n g f e e d b a c k , eva lua t i on , a n d adap ta t i on ra ther than 

v i e w i n g s t ra tegy f o rmu la t i on a s a o n e - t i m e even t . Th i s a p p r o a c h a l l o w s fo r the 

c o n s t a n t a l i gnmen t of s t ra teg ies wi th e v o l v i n g in ternal a n d ex te rna l f a c t o r s . 

F u r t h e r m o r e , s t ra teg i c m a n a g e m e n t is i n teg ra ted , requ i r i ng o r g a n i z a t i o n s to 

ho l is t ica l ly c o n s i d e r the i r v i s i o n , m i s s i o n , g o a l s , a n d the ex te rna l e n v i r o n m e n t 

( W h e e l e n et a l . , 2018 , p. 23 ) . T h i s c o m p r e h e n s i v e p e r s p e c t i v e e n c o u r a g e s 

co l l abo ra t i on a m o n g s t a k e h o l d e r s at all l e ve l s of the o r g a n i z a t i o n , f o s t e r i n g a un i f i ed 

a p p r o a c h essen t i a l f o r s u c c e s s f u l imp lemen ta t i on . 

In add i t i on to b e i n g i terat ive a n d in teg ra ted , the s t ra teg i c m a n a g e m e n t p r o c e s s is 

p roac t i ve , e m p h a s i z i n g the an t i c ipa t ion a n d a c t i v e r e s p o n s e to c h a n g e s in the 

b u s i n e s s e n v i r o n m e n t (Dav id , 2017, p. 6 0 ) . Th i s f o r w a r d - l o o k i n g s t a n c e e n a b l e s 

o r g a n i z a t i o n s to pos i t i on t h e m s e l v e s s t ra teg ica l l y in the m a r k e t p l a c e a n d mi t igate 

potent ia l r i sks , w i th a l o n g - t e r m f o c u s on a c h i e v i n g e n d u r i n g o rgan i za t i ona l 

o b j e c t i v e s . 

T h e s t ra teg i c m a n a g e m e n t p r o c e s s is a l so a d a p t i v e , r e c o g n i z i n g the n e c e s s i t y f o r 

f lex ib i l i ty in r e s p o n s e to u n f o r e s e e n c h a l l e n g e s a n d oppo r tun i t i es . T h i s adap tab i l i t y 

e n s u r e s that o r g a n i z a t i o n s c a n mod i f y thei r s t ra teg ies to r ema in ag i le a n d res i l ient in 

d y n a m i c marke t c o n d i t i o n s . 

U n d e r s t a n d i n g the c o n t i n u o u s a n d mu l t i f ace ted na ture of the s t ra teg i c m a n a g e m e n t 

p r o c e s s c a n he lp o r g a n i z a t i o n s s u c c e s s f u l l y nav i ga te the d y n a m i c b u s i n e s s 

l a n d s c a p e a n d a c h i e v e s u s t a i n a b l e s u c c e s s . 
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Figure 7 Strategic Management Process Cycle 
Source: Own processing refereing Hitt, Duane Ireland, and Hoskisson 
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3. Strategic Analysis 

T h e goa l of s t ra teg i c a n a l y s i s is to a s s e s s an o r g a n i z a t i o n ' s in ternal a n d ex te rna l 

e n v i r o n m e n t to m a k e i n f o r m e d d e c i s i o n s that s h a p e the d i rec t i on a n d ac t i v i t i es of the 

o r g a n i z a t i o n . S t ra teg i c a n a l y s i s a ims to ident i fy s t reng ths , w e a k n e s s e s , 

oppo r tun i t i es , a n d th rea ts to d e v e l o p s t ra teg ies that a l ign wi th the o r g a n i z a t i o n ' s 

v i s i on a n d m i s s i o n . It i n v o l v e s eva lua t i ng f a c t o r s l ike marke t t r e n d s , c o m p e t i t i o n , 

r e s o u r c e s , a n d capab i l i t i es to c r e a t e a r o a d m a p fo r s u c c e s s . S t ra teg i c a n a l y s i s is 

c r u c i a l fo r o r g a n i z a t i o n s to m a k e w e l l - i n f o r m e d d e c i s i o n s , se t rea l is t ic o b j e c t i v e s , a n d 

a d a p t to c h a n g i n g c i r c u m s t a n c e s e f f ec t i ve l y (Kabey i , M . , 2019) . 

3.1 Analysis of Internal Environment 

In s t ra teg i c m a n a g e m e n t , the a n a l y s i s of the in ternal e n v i r o n m e n t of a c o m p a n y is 

c r u c i a l in u n d e r s t a n d i n g its cu r ren t capab i l i t i es a n d r e s o u r c e s . T h i s a n a l y s i s p r o v i d e s 

ins igh ts into v a r i o u s a s p e c t s of the c o m p a n y ' s in ternal o p e r a t i o n s , i nc l ud ing input 

l og is t i cs , p r o d u c t i o n o p e r a t i o n s , t e c h n i q u e a n d t e c h n o l o g y , ou tpu t l og i s t i cs , 

ma rke t i ng , s a l e s , a f t e r - s a l e s s e r v i c e , sc i en t i f i c r e s e a r c h a n d d e v e l o p m e n t r e s o u r c e s , 

h u m a n r e s o u r c e s , leve l of m a n a g e m e n t a n d w o r k o r g a n i z a t i o n , c o m p a n y 

in f ras t ruc tu re i m a g e , a n d g o o d w i l l of the c o m p a n y ( T a h e r d o o s t a M a d a n c h i a n , 2021) . 

Th i s a n a l y s i s h e l p s ident i fy the c o m p a n y ' s s t r eng ths a n d w e a k n e s s e s abou t its 

c o m p e t i t o r s , c u s t o m e r s , a n d marke t t r e n d s . By c o n d u c t i n g a c o m p r e h e n s i v e a n a l y s i s 

of t h e s e in ternal f a c t o r s , m a n a g e r s c a n a s s e s s the c o m p a n y ' s abi l i ty to m e e t its 

s t ra teg ic o b j e c t i v e s a n d ident i fy a r e a s fo r i m p r o v e m e n t ( T a h e r d o o s t a M a d a n c h i a n , 

2021) . A n a l y z i n g the internal e n v i r o n m e n t i n v o l v e s a s s e s s i n g a c o m p a n y ' s 

o p e r a t i o n s , r e s o u r c e s , a n d capab i l i t i es to u n d e r s t a n d its s t r eng ths a n d w e a k n e s s e s . 

Th i s a n a l y s i s i n c l u d e s s e v e r a l k e y a r e a s . 

F i rs t ly , it e v a l u a t e s the e f f i c i e n c y of a c o m p a n y ' s s u p p l y c h a i n a n d p r o c u r e m e n t 

p r o c e s s e s a n d its p r o d u c t i o n o p e r a t i o n s , m a n u f a c t u r i n g capab i l i t i es , a n d c a p a c i t y . It 

c o n s i d e r s the t e c h n i q u e s a n d t e c h n o l o g i e s that the c o m p a n y u s e s in its o p e r a t i o n s , 

s u c h as p r o d u c t i o n m e t h o d s a n d t e c h n o l o g i c a l i nnova t i ons . 
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S e c o n d l y , it c o n s i d e r s the e f f e c t i v e n e s s of a c o m p a n y ' s d is t r ibu t ion c h a n n e l s a n d 

c u s t o m e r s e r v i c e p r o c e s s e s , a s we l l a s its ma rke t i ng a n d s a l e s ac t i v i t ies , b r a n d i n g 

s t ra teg ies , a n d c u s t o m e r acqu i s i t i on t e c h n i q u e s . Add i t i ona l l y , it a s s e s s e s the 

c o m p a n y ' s a f t e r - s a l e s s e r v i c e a n d c u s t o m e r s u p p o r t f u n c t i o n s to d e t e r m i n e if t h e y 

mee t c u s t o m e r n e e d s a n d e x p e c t a t i o n s e f f ec t i ve l y . 

Th i rd ly , the a n a l y s i s e x a m i n e s the c o m p a n y ' s sc ien t i f i c r e s e a r c h a n d d e v e l o p m e n t 

r e s o u r c e s to d e t e r m i n e its i nnova t ion capab i l i t i es a n d potent ia l f o r fu tu re g r o w t h . 

Las t l y , it e v a l u a t e s the c o m p a n y ' s h u m a n r e s o u r c e s , s u c h a s w o r k f o r c e c o m p o s i t i o n , 

sk i l l s , a n d ta lent m a n a g e m e n t s t r a teg ies . T h e m a n a g e m e n t a n d w o r k o r g a n i z a t i o n 

leve l w i th in the c o m p a n y , i nc l ud ing l e a d e r s h i p s ty le , d e c i s i o n - m a k i n g p r o c e s s e s , a n d 

o rgan i za t i ona l s t ruc tu re , is a l so c o n s i d e r e d . 

By a n a l y z i n g the in ternal e n v i r o n m e n t , a c o m p a n y c a n ga in ins ight into its s t r eng ths 

a n d w e a k n e s s e s , i n fo rm its s t ra teg i c d e c i s i o n s , a n d he lp it a c h i e v e its g o a l s . 

3.1.1 VRIO Analysis 

T h e V R I O f r a m e w o r k , i n t r o d u c e d by J a y B a r n e y (1991), is a s e m i n a l c o n c e p t wi th in 

the R e s o u r c e - B a s e d V i e w (RBV) of the f i rm . T h e R B V pos i t s that a f i r m ' s s u s t a i n e d 

c o m p e t i t i v e a d v a n t a g e h i n g e s o n its p o s s e s s i o n of u n i q u e a n d v a l u a b l e r e s o u r c e s 

a n d capab i l i t i es (Barney , 1991; Wr igh t et a l . , 1994) . VR IO o f f e r s a s t r uc tu red 

a p p r o a c h to ident i fy s u c h r e s o u r c e s a n d a s s e s s the i r po tent ia l to c r e a t e a 

c o m p e t i t i v e e d g e (Barney , 1991). 

C o r e VRIO C o n c e p t s 

• Valuable Resources: R e s o u r c e s that e n a b l e a f i rm to exp lo i t oppo r tun i t i es or 

neu t ra l i ze th rea ts in the marke t (Barney , 1991). T h e y con t r i bu te to c u s t o m e r 

va l ue or c o s t r e d u c t i o n (Wr ight et a l . , 1994) . 

• Rare Resources: R e s o u r c e s con t ro l l ed by a l imi ted n u m b e r of f i rms , g i v ing 

t h e m a c o m p e t i t i v e e d g e (Barney , 1991). 

• Inimitable Resources: R e s o u r c e s that a re d i f f icu l t f o r c o m p e t i t o r s to imitate 

d u e to f a c t o r s l ike c o m p l e x i t y , c a u s a l amb igu i t y (how the r e s o u r c e l e a d s to 
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a d v a n t a g e is unc lea r ) , or pa th d e p e n d e n c e (h is tor ica l c i r c u m s t a n c e s that are 

not eas i l y rep l i ca ted) (Barney , 1991). 

• Organization: T h e f i r m ' s abi l i ty to e f f ec t i ve l y ut i l ize its r e s o u r c e s a n d 

capab i l i t i es t h r o u g h p r o c e s s e s , cu l tu re , a n d ta lent m a n a g e m e n t (Barney , 

1991; W r i g h t et a l . , 1994) . 

VRIO A n a l y s i s A p p l i c a t i o n s 

• Identifying Sources of Competit ive Advantage: VR IO h e l p s f i rms p inpo in t 

r e s o u r c e s that con t r i bu te to s u p e r i o r p e r f o r m a n c e c o m p a r e d to c o m p e t i t o r s 

(Barney , 1991; Wr igh t et a l . , 1994) . 

• Dynamic Capabilities: VR IO c a n b e u s e d to a s s e s s a f i r m ' s abi l i ty to d e v e l o p 

n e w r e s o u r c e s a n d capab i l i t i es to adap t to c h a n g i n g e n v i r o n m e n t s ( T e e c e , 

P i s a n o , & S h u e n , 1997). 

• Knowledge Management: VR IO s h e d s l ight o n h o w f i rms c a n l e v e r a g e 

k n o w l e d g e r e s o u r c e s to c r e a t e a c o m p e t i t i v e e d g e . 

• Project Management: VR IO a n a l y s i s c a n b e a p p l i e d to a s s e s s pro jec t 

r e s o u r c e s a n d e n s u r e e f f e c t i v e ut i l izat ion fo r p ro jec t s u c c e s s (Mor r i s a P in to , 

2 0 0 4 ) . 

3.1.2 Marketing Mix 4P 

T h e marke t i ng mix, a l so k n o w n a s the 4 P s , is an essen t i a l f r a m e w o r k fo r b u s i n e s s e s 

to e f f ec t i ve l y p r o m o t e a n d se l l the i r p r o d u c t s or s e r v i c e s . It c o v e r s the n e c e s s a r y 

c o m p o n e n t s that a c o m p a n y m u s t c o n s i d e r to d o s o s u c c e s s f u l l y . 

T h e p r o d u c t i tself is the initial f a c t o r of the marke t i ng mix . T h i s i n c l u d e s its f e a t u r e s , 

p a c k a g i n g , b r a n d i n g , a n d a n y o the r s e r v i c e s or wa r ran t i es that c o m e wi th it. 

C o m p a n i e s mus t not on l y c o m p r e h e n d the r e q u i r e m e n t s a n d w i s h e s of the i r 

i n t ended a u d i e n c e but a l so s t r i ve to cons tan t l y i nnova te a n d e n h a n c e the i r o f f e r i ngs 

to s tay a h e a d in the m a r k e t p l a c e . 

P r i c e is the s e c o n d c o m p o n e n t in the marke t i ng mix a n d is c r u c i a l a s it d i rec t l y 

a f f e c t s a c o m p a n y ' s r e v e n u e a n d prof i t m a r g i n s . De te rm in ing the m o s t su i tab le 

p r i c ing s t ra tegy fo r a p r o d u c t or s e r v i c e d e p e n d s o n f a c t o r s l ike c o s t , c o m p e t i t i o n , 

a n d p e r c e i v e d v a l u e . A l l of t h e s e f a c t o r s con t r i bu te to the f ina l d e c i s i o n . 
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P l a c e re fe rs to the d is t r ibu t ion c h a n n e l s t h r o u g h w h i c h a p r o d u c t or s e r v i c e is m a d e 

ava i l ab le to c u s t o m e r s . Th i s i n v o l v e s iden t i f y ing the m o s t e f f e c t i v e a n d e f f i c ien t 

w a y s to de l i ve r the o f fe r i ng to the ta rget marke t t h r o u g h d i rec t s a l e s , re ta i le rs , e -

c o m m e r c e , or o the r c h a n n e l s . 

Al l t he a c t i o n s that a im to c o n v e y the wo r th of a p r o d u c t or s e r v i c e a n d e n c o u r a g e 

c l ien ts to b u y it c o m e unde r the p r o m o t i o n u m b r e l l a . T h i s i n c l u d e s a d v e r t i s i n g , 

pub l i c re la t ions , s a l e s p r o m o t i o n s , a n d p e r s o n a l se l l i ng . 

T h e 4 P ' s f r a m e w o r k is i nva luab le fo r b u s i n e s s e s to e v a l u a t e a n d o p t i m i z e the i r 

marke t i ng s t r a teg ies . By ca re fu l l y a n a l y z i n g e a c h e l e m e n t a n d its i n te rac t ions , 

c o m p a n i e s c a n d e v e l o p a w e l l - r o u n d e d marke t i ng mix that m e e t s the n e e d s of the 

b u s i n e s s a n d its c u s t o m e r s . 

3.1.3 7S Analysis 

7S A n a l y s i s is a m a n a g e m e n t f r a m e w o r k d e v e l o p e d by M c K i n s e y & C o m p a n y du r i ng 

the late 1970s . It s e e k s to a n a l y z e s e v e n c r u c i a l o rgan i za t i ona l e l e m e n t s fo r its 

s u c c e s s a n d e f f i c i e n c y . T h e s e s e v e n e l e m e n t s , a l so k n o w n a s the 7 S s , e n c o m p a s s 

s t ra tegy , s t ruc tu re , s y s t e m s , s h a r e d v a l u e s , sk i l ls , s ty le , a n d staf f . 

T h e initial e l emen t , strategy, pe r ta ins to the o r g a n i z a t i o n ' s c o m p r e h e n s i v e p lan fo r 

a c h i e v i n g its g o a l s . 

T h e s e c o n d e lemen t , structure, r e fe rs to the o r g a n i z a t i o n ' s f o r m a l h i e ra r ch i ca l 

a r r a n g e m e n t a n d d i v i s i on of labour . 

T h e th i rd e l emen t , systems, pe r ta ins to the p r o c e s s e s a n d p r o c e d u r e s that g o v e r n 

h o w w o r k is p e r f o r m e d wi th in the o r g a n i z a t i o n . 

T h e four th e lemen t , shared values, e n c o m p a s s e s the be l i e f s , n o r m s , a n d v a l u e s 

that g u i d e the o r g a n i z a t i o n ' s b e h a v i o u r a n d d e c i s i o n - m a k i n g . 

T h e f i f th e l emen t , skills, re fe rs to the abi l i t ies a n d c o m p e t e n c i e s of the 

o r g a n i z a t i o n ' s e m p l o y e e s . 

T h e s ix th e l emen t , style, pe r ta ins to the l e a d e r s h i p a n d m a n a g e m e n t s ty le exh ib i t ed 

by t h o s e in pos i t i ons of author i ty wi th in the o r g a n i z a t i o n . 

T h e s e v e n t h a n d f ina l e l emen t , staff, r e fe rs to the ind iv idua ls w h o c o m p r i s e the 

o rgan i za t i on a n d their ro les a n d respons ib i l i t i es . 
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T h e c o n c e p t of 7 S A n a l y s i s is f o u n d e d o n the p r i nc ip le that all s e v e n e l e m e n t s mus t 

be a l i gned a n d mutua l ly s u p p o r t i v e fo r an o r g a n i z a t i o n to a c h i e v e its d e s i r e d 

o u t c o m e s e f f ec t i ve l y . Th i s a l i gnmen t c o m p r i s e s s t ra tegy , s t ruc tu re , s y s t e m s , 

s h a r e d v a l u e s , sk i l l s , s ty le , a n d staf f . (Shaq rah , 2018) ( S u k d e o et a l . , 2 0 2 0 ) 

Figure 2 7S Framework 
Source: Zincir, O. and Tung, A.6., 2017 

3.1.4 IFE Matrix 

O r g a n i z a t i o n s a re a l w a y s l ook ing to ga in a c o m p e t i t i v e e d g e a n d a c h i e v e l o n g - t e r m 

s u c c e s s in t o d a y ' s f i e r ce l y c o m p e t i t i v e b u s i n e s s w o r l d . O n e of the t oo l s that c a n 

a s s i s t o r g a n i z a t i o n s in a s s e s s i n g the i r in ternal f a c t o r s a n d iden t i f y ing potent ia l 

s t ra teg ies is the Internal F a c t o r Eva lua t ion (IFE) matr ix . T h e IFE matr ix is a too l u s e d 

in s t ra teg ic m a n a g e m e n t to e v a l u a t e the in ternal s t r eng ths a n d w e a k n e s s e s of 

o r g a n i z a t i o n s . T h e IFE matr ix is v a l u a b l e f o r o r g a n i z a t i o n s to a s s e s s their in ternal 

f a c t o r s a n d m a k e i n f o r m e d s t ra teg i c d e c i s i o n s . It p r o v i d e s a s y s t e m a t i c a p p r o a c h to 

a n a l y z i n g in ternal s t r eng ths a n d w e a k n e s s e s , w h i c h he lps f o rmu la te e f f ec t i ve 

s t ra teg ies fo r s u s t a i n a b l e c o m p e t i t i v e a d v a n t a g e . 

Add i t i ona l l y , Hitt, I re land, a n d H o s k i s s o n e m p h a s i z e d t he i m p o r t a n c e of the IFE 

matr ix in the s t ra teg i c m a n a g e m e n t p r o c e s s ( H a n s o n et a l . , 2016) T h e y s ta ted that 

by c o n d u c t i n g a t h o r o u g h in ternal a n a l y s i s u s i n g the IFE matr ix , o r g a n i z a t i o n s c a n 
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bet ter u n d e r s t a n d their c o r e c o m p e t e n c i e s a n d a r e a s that requ i re i m p r o v e m e n t , 

l ead ing to m o r e p r e c i s e s t ra teg i c p l ann ing . 

M o r e o v e r , A n s o f f h igh l i gh ted the s i g n i f i c a n c e of a l i gn ing in ternal a s s e s s m e n t wi th 

ex te rna l e n v i r o n m e n t a l a n a l y s i s (Ansof f , 1988) . T h e IFE matr ix , w h e n u s e d in 

con junc t i on w i th the Ex te rna l F a c t o r Eva lua t ion matr ix , c a n p r o v i d e a c o m p r e h e n s i v e 

o v e r v i e w of the o r g a n i z a t i o n ' s s t ra teg i c pos i t i on , e n a b l i n g better-informed 

decis ion-making. 

3.1.5 B C G Matrix 

T h e B C G Mat r ix , a l so k n o w n a s the G r o w t h - S h a r e Mat r ix , is a s t ra teg ic too l u s e d by 

o r g a n i z a t i o n s to a n a l y z e a n d e v a l u a t e the i r por t fo l io of p r o d u c t s or b u s i n e s s un i ts . 

It w a s f i rs t i n t r o d u c e d by the B o s t o n C o n s u l t i n g G r o u p in 1968 a n d h a s s i n c e b e c o m e 

o n e of the m o s t w i d e l y u s e d f r a m e w o r k s in s t ra teg i c m a n a g e m e n t . T h e B C G Mat r i x 

c a t e g o r i z e s p r o d u c t s or b u s i n e s s uni ts into f o u r q u a d r a n t s b a s e d o n the i r marke t 

g r o w t h rate a n d re la t ive marke t s h a r e . T h e s e q u a d r a n t s a re c a s h c o w s , d o g s , s ta rs , 

a n d q u e s t i o n m a r k s . 

C a s h cows re fe r to p r o d u c t s or b u s i n e s s uni ts that h a v e a h igh marke t s h a r e in a 

l o w - g r o w t h marke t . T h e y g e n e r a t e a s t e a d y c a s h f l o w a n d requ i re m in ima l 

i nves tmen t . 

Dogs, on the o ther h a n d , a re p r o d u c t s or b u s i n e s s uni ts that h a v e a l o w marke t s h a r e 

in a l o w - g r o w t h marke t . T h e y a re o f ten c o n s i d e r e d to b e at the e n d of the i r l i f e c y c l e 

a n d m a y not g e n e r a t e s ign i f i can t prof i ts . 

Stars a re p r o d u c t s or b u s i n e s s uni ts that h a v e a h igh marke t s h a r e in a h i g h - g r o w t h 

marke t . T h e y h a v e the potent ia l to b e c o m e c a s h c o w s in the fu tu re but requ i re 

s ign i f i can t i n v e s t m e n t s to sus ta i n the i r g r o w t h . 

Question marks, a l so k n o w n a s p r o b l e m c h i l d r e n , a re p r o d u c t s or b u s i n e s s uni ts 

wi th a l ow marke t s h a r e in a h i g h - g r o w t h marke t . T h e y requ i re a lot of a t tent ion a n d 

r e s o u r c e s to i n c r e a s e the i r marke t s h a r e a n d b e c o m e s ta rs . 
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U n d e r s t a n d i n g the pos i t i on of p r o d u c t s or b u s i n e s s uni ts in the B C G Mat r i x he lps 

o r g a n i z a t i o n s m a k e i n f o r m e d d e c i s i o n s a b o u t r e s o u r c e a l l oca t i on , i n ves tmen t 

s t ra teg ies , a n d d i v e s t m e n t . By iden t i f y ing their c a s h c o w s , s ta rs , q u e s t i o n m a r k s , 

a n d d o g s , c o m p a n i e s c a n d e v e l o p s p e c i f i c s t ra teg ies fo r e a c h c a t e g o r y to o p t i m i z e 

their po r t fo l i o ' s p e r f o r m a n c e a n d ove ra l l g r o w t h . T h e B C G Mat r i x p r o v i d e s a c l e a r 

v i sua l r ep resen ta t i on of the o r g a n i z a t i o n ' s cu r ren t s i tua t ion a n d a i ds in the 

fo rmu la t i on of e f f e c t i v e s t ra teg ies fo r m a n a g i n g its p r o d u c t por t fo l io . T h e B C G 

Mat r i x is a v a l u a b l e too l f o r o r g a n i z a t i o n s to a s s e s s a n d m a n a g e their por t fo l io of 

p r o d u c t s or b u s i n e s s un i ts . It h e l p s t h e m ident i fy t he prof i tab i l i ty a n d g r o w t h 

potent ia l of e a c h p r o d u c t or b u s i n e s s unit a n d m a k e i n f o r m e d d e c i s i o n s abou t 

r e s o u r c e a l l oca t ion a n d i nves tmen t s t ra teg ies . 

MARKET SHARE 

High Low 

1 o 
Star Question mark 

1J 

Figure 3 BCG Matrix 
Source: bcg.com 

3.2 Analysis of External Environment 

A n in tegra l part of s t ra teg i c a n a l y s i s is the eva lua t i on of the ex te rna l e n v i r o n m e n t , 

w h i c h c o n s i s t s of m a c r o e n v i r o n m e n t a l a n d m i c r o e n v i r o n m e n t a l f a c t o r s . 
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3.2.1 Macroenvironment: 

T h e m a c r o e n v i r o n m e n t re fe rs to the b r o a d ex te rna l f o r c e s that i m p a c t an 

o rgan i za t i on but a re b e y o n d its c o n t r o l . T h e s e f a c t o r s i n c l u d e po l i t i ca l , e c o n o m i c , 

s o c i a l , t e c h n o l o g i c a l , e n v i r o n m e n t a l , a n d lega l ( P E S T E L ) a s p e c t s . S c h o l a r s a r g u e 

that u n d e r s t a n d i n g the m a c r o e n v i r o n m e n t a l f a c t o r s is essen t i a l f o r o r g a n i z a t i o n s to 

adap t to c h a n g e s a n d cap i t a l i ze on oppo r tun i t i es (Wor th ing ton & Br i t ton, 2015) . 

Po l i t i ca l f a c t o r s e n c o m p a s s g o v e r n m e n t p o l i c i e s , regu la t i ons , a n d stabi l i ty , 

i n f l uenc ing b u s i n e s s e s ' o p e r a t i o n s a n d s t ra teg ies (Parne l l , 2013) . E c o n o m i c f a c t o r s 

s u c h a s in f la t ion, in terest ra tes , a n d G D P g r o w t h s ign i f i can t l y a f fec t c o n s u m e r 

s p e n d i n g pa t te rns a n d marke t d e m a n d (Grant , 2021) . S o c i a l f a c t o r s , i nc l ud ing 

d e m o g r a p h i c s , cu l tu ra l n o r m s , a n d l i fes ty le t r e n d s , s h a p e c o n s u m e r b e h a v i o u r a n d 

marke t p r e f e r e n c e s . T e c h n o l o g i c a l f a c t o r s s u c h as i nnova t i on , au toma t i on , a n d 

d ig i ta l i za t ion d r i ve indus t ry d i s rup t i ons a n d i n f l u e n c e c o m p e t i t i v e d y n a m i c s 

( W h e e l e n a H u n g e r , 2018) . E n v i r o n m e n t a l f a c t o r s l ike c l ima te c h a n g e a n d 

sus ta inab i l i t y c o n c e r n s i m p a c t i ndus t r i es , requ i r ing f i rms to a d o p t e n v i r o n m e n t a l l y 

r e s p o n s i b l e p r a c t i c e s (K ramer a Por te r , 2011). L e g a l f a c t o r s e n c o m p a s s l a w s , 

regu la t ions , a n d lega l f r a m e w o r k s g o v e r n i n g b u s i n e s s o p e r a t i o n s , a f f ec t i ng indus t ry 

s t ruc tu re a n d c o m p e t i t i v e n e s s (Baron , 2013) . 

3.2.2 Microenvironment 

T h e m i c r o e n v i r o n m e n t is a c r i t i ca l a s p e c t that i m p a c t s an o r g a n i z a t i o n ' s 

p e r f o r m a n c e a n d o p e r a t i o n s . It e n c o m p a s s e s in ternal s t a k e h o l d e r s l ike e m p l o y e e s , 

c u s t o m e r s , s u p p l i e r s , a n d c o m p e t i t o r s (S ingh , 2015) . A m i c r o e n v i r o n m e n t a n a l y s i s 

a ims to g r a s p the d y n a m i c s a n d in te r re la t ionsh ips b e t w e e n t h e s e s t a k e h o l d e r s a n d 

h o w t h e y a f f ec t the o r g a n i z a t i o n . Fo r i n s t a n c e , c u s t o m e r p r e f e r e n c e s c a n 

s ign i f i can t l y i n f l u e n c e the d e m a n d fo r p r o d u c t s or s e r v i c e s , p r o m p t i n g b u s i n e s s e s 

to ad jus t a c c o r d i n g l y . 

O r g a n i z a t i o n s mus t r e c o g n i z e a n d c o m p r e h e n d t h e s e v a r i a b l e s . M i c h a e l Po r te r ' s 

F i ve F o r c e s F r a m e w o r k is a v a l u a b l e too l f o r m i c r o e n v i r o n m e n t a n a l y s i s . Th is 

f r a m e w o r k a s s e s s e s the c o m p e t i t i v e f o r c e s wi th in an indus t ry by e x a m i n i n g the 

r ivalry a m o n g ex i s t i ng f i rms , the th reat of n e w en t ran ts , the ba rga in i ng p o w e r of 
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b u y e r s , the ba rga in i ng p o w e r of s u p p l i e r s , a n d the threat of subs t i t u te p r o d u c t s or 

s e r v i c e s . M i c r o e n v i r o n m e n t a n a l y s i s is v i ta l fo r o r g a n i z a t i o n s to u n d e r s t a n d the i r 

c o m p e t i t i v e pos i t i on , ident i fy oppo r tun i t i es a n d th rea ts in the indus t ry , a n d s tay 

a h e a d . 

T h e m o s t c o m m o n too l s u s e d in the a n a l y s i s i n c l u d e P E S T a n a l y s i s , Po r te r ' s f i ve 

f o r c e s m o d e l , S t ra teg i c M a p s , E F E matr ix . 

3.2.3 PEST Analysis 

T h e P E S T a n a l y s i s f r a m e w o r k is a w i d e l y u t i l i zed s t ra teg i c m a n a g e m e n t too l that 

e x a m i n e s the ex te rna l m a c r o e n v i r o n m e n t in w h i c h an o r g a n i z a t i o n o p e r a t e s . T h e 

a c r o n y m P E S T s t a n d s fo r Po l i t i ca l , E c o n o m i c , S o c i a l , a n d T e c h n o l o g i c a l f a c t o r s . By 

u n d e r s t a n d i n g h o w t h e s e f a c t o r s p r e s e n t potent ia l oppo r tun i t i es or th rea ts , 

b u s i n e s s e s c a n tai lor the i r s t r a teg ies to adap t , mi t igate r i sks , a n d cap i t a l i ze on 

c h a n g i n g c o n d i t i o n s (Ro thae rme l , 2021) . 

Components of PEST 

• Political: G o v e r n m e n t p o l i c i e s , regu la t i ons , t r ade a g r e e m e n t s , t axa t ion , 

po l i t ica l s tabi l i ty , a n d potent ia l d i s rup t i ons i n f l u e n c e indus t ry o p e r a t i o n s a n d 

prof i tabi l i ty . 

• Economic: F a c t o r s s u c h a s e c o n o m i c g r o w t h ra tes , in f la t ion, in terest ra tes , 

e x c h a n g e ra tes , l abour c o s t s , a n d c o n s u m e r s p e n d i n g pa t te rns all s h a p e the 

e c o n o m i c hea l th of a marke t 

• Social : T h i s a s p e c t i n c l u d e s d e m o g r a p h i c s , cu l tu ra l t r e n d s , c o n s u m e r 

a t t i tudes, l i f es ty les , e d u c a t i o n a l l eve l s , a n d s o c i a l m o v e m e n t s , w h i c h a f fec t 

d e m a n d pa t te rns a n d w o r k f o r c e d y n a m i c s . 

• Technological : T e c h n o l o g i c a l i nnova t i ons in au toma t i on , r e s e a r c h a n d 

d e v e l o p m e n t , i n fo rmat ion t e c h n o l o g y , d ig i ta l i za t ion , a n d in f ras t ruc tu re 

i m p a c t i ndus t ry s t ruc tu re , e f f i c i e n c y , a n d bar r ie rs to en t ry (Ro thae rme l , 

2021). 

A p p l i c a t i o n s of P E S T : 

• Market Entry Assessment : Ident i fy ing potent ia l ba r r ie rs a n d oppor tun i t i es 

for v e n t u r e s into n e w m a r k e t s ( G a m b l e et a l . , 2014) . 
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• Strategic Planning: In forming l o n g - t e r m s t ra teg ies , r e s o u r c e a l l oca t i on , a n d 

r isk mi t iga t ion p lann ing (Hill et a l . , 2 0 2 0 ) . 

• Project Evaluation: A i d i n g in the a s s e s s m e n t of feas ib i l i t y , po tent ia l r i sks , 

a n d r e s o u r c e r e q u i r e m e n t s fo r n e w p ro jec ts or in i t ia t ives. 

P E S T a n a l y s i s r e m a i n s a p o w e r f u l too l fo r s t ra teg i c d e c i s i o n - m a k i n g . O r g a n i z a t i o n s 

benef i t m o s t w h e n c o m b i n i n g it w i th o ther s t ra teg i c f r a m e w o r k s a n d a p p l y i n g cr i t ica l 

th ink ing to its ou tpu ts . Regu la r u p d a t e s a n d a n u a n c e d u n d e r s t a n d i n g of P E S T f a c t o r s 

a re vi tal f o r s t a y i n g c o m p e t i t i v e . 

3.2.4 Porter's Five Forces Model 

Por te r ' s F i ve F o r c e s A n a l y s i s is a f r a m e w o r k w i d e l y u s e d in s t ra teg ic m a n a g e m e n t 

to a n a l y z e the c o m p e t i t i v e f o r c e s wi th in an indus t ry . It w a s i n t r o d u c e d by M i c h a e l 

Por te r in 1979 a n d h a s s i n c e b e c o m e a s tap le too l f o r b u s i n e s s e s to a s s e s s the 

a t t r a c t i v e n e s s of an indus t ry a n d d e v e l o p e f f e c t i v e c o m p e t i t i v e s t ra teg ies (Por ter , 

1980) . 

In Po r te r ' s v i e w , s t ra teg i c m a n a g e m e n t s h o u l d f o c u s on bu i l d ing a n d sus ta i n i ng 

c o m p e t i t i v e a d v a n t a g e by u n d e r s t a n d i n g the f o r c e s that s h a p e the indus t ry 

s t ruc tu re or e n v i r o n m e n t . 

T h e initial f a c t o r to b e a n a l y z e d in Po r te r ' s F i ve F o r c e s A n a l y s i s is the th reat of n e w 

en t ran ts . Th i s f o r c e a s s e s s e s the o b s t a c l e s that n e w c o m p e t i t o r s m a y f a c e w h e n 

t ry ing to en te r the indus t ry . Por te r b e l i e v e s that the th reat of n e w en t ran ts is a p ivota l 

e l emen t in d e t e r m i n i n g the leve l of c o m p e t i t i o n in an indus t ry . It d e t e r m i n e s the 

d i f f icu l ty leve l f o r n e w p l a y e r s to c o m p e t e wi th e s t a b l i s h e d c o m p a n i e s in the marke t . 

Th is f o r c e t a k e s into a c c o u n t v a r i o u s f a c t o r s , i nc l ud ing e c o n o m i e s of s c a l e , p r o d u c t 

d i f fe ren t ia t ion , cap i ta l r e q u i r e m e n t s , a c c e s s to d is t r ibu t ion c h a n n e l s , a n d 

g o v e r n m e n t regu la t i ons . 

T h e s e c o n d f a c t o r in P o r t e r ' s F i ve F o r c e s A n a l y s i s is the in tens i ty of c o m p e t i t i o n 

a m o n g ex i s t i ng f i rms (Por ter , 2 0 0 8 ) . Th i s f o r c e a s s e s s e s the leve l of c o m p e t i t i o n 

a m o n g ex i s t i ng c o m p a n i e s w i th in an indus t ry . It e v a l u a t e s f a c t o r s s u c h a s the 

n u m b e r of c o m p e t i t o r s , marke t c o n c e n t r a t i o n , p r o d u c t d i f fe ren t ia t ion , a n d p r i c ing 
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s t ra teg ies . T h e in tens i ty of c o m p e t i t i o n a m o n g ex i s t i ng f i rms c a n h a v e a s ign i f i can t 

i m p a c t on the prof i tabi l i ty a n d ove ra l l c o m p e t i t i v e n e s s of an indus t ry . 

In Po r te r ' s F i ve F o r c e s A n a l y s i s , t he th i rd f o r c e to c o n s i d e r is the potent ia l th reat of 

subs t i tu te p r o d u c t s or s e r v i c e s . Th i s f a c t o r a s s e s s e s the feas ib i l i t y of a l te rnat ive 

op t i ons that c o u l d sa t i s f y the s a m e c u s t o m e r d e m a n d s . T h e p r e s e n c e of v iab le 

subs t i t u tes m a y h inder a c o m p a n y ' s abi l i ty to se t p r i c e s a n d g e n e r a t e pro f i ts wi th in 

a g i v e n indus t ry . A s a resul t , b u s i n e s s e s a re mo t i va ted to con t i nua l l y i nnova te a n d 

d i s t i ngu i sh their o f f e r i ngs to mi t igate the e f f e c t s of subs t i tu te p r o d u c t s or s e r v i c e s . 

Po r te r ' s F i ve F o r c e s A n a l y s i s c o n s i d e r s the ba rga in i ng p o w e r of b u y e r s a s the four th 

f o r c e . T h i s f o r c e a s s e s s e s the ex ten t to w h i c h b u y e r s c a n exer t the i r i n f l u e n c e in 

the indus t ry . B u y e r s w i th s ign i f i can t ba rga in i ng p o w e r c a n d e m a n d bet ter p r i c e s , 

h igher qua l i ty p r o d u c t s , or f a v o u r a b l e t e r m s f r o m s u p p l i e r s . T h e a n a l y s i s c o n s i d e r s 

v a r i o u s f a c t o r s , s u c h a s the n u m b e r of b u y e r s , the i r p u r c h a s i n g p o w e r , the 

ava i lab i l i ty o f subs t i t u tes , a n d the c o s t o f s w i t c h i n g to o the r s u p p l i e r s . T h e 

ba rga in i ng p o w e r of b u y e r s c a n s ign i f i can t l y a f f ec t the prof i tab i l i ty a n d 

c o m p e t i t i v e n e s s of c o m p a n i e s in the indus t ry . 

T h e b a r g a i n i n g p o w e r of s u p p l i e r s is the f i f th f o r c e in Po r te r ' s F i ve F o r c e s A n a l y s i s . 

Th is f o r c e e v a l u a t e s the leve l of p o w e r a n d i n f l u e n c e that s u p p l i e r s h a v e in the 

indus t ry . S u p p l i e r s wi th h igher ba rga in i ng p o w e r c a n i n c r e a s e p r i c e s , limit s u p p l y , 

or i m p o s e s t r ic ter t e r m s a n d c o n d i t i o n s on b u y e r s . T h e ba rga in i ng p o w e r of 

s u p p l i e r s is i n f l u e n c e d by s e v e r a l f a c t o r s , s u c h a s the n u m b e r of s u p p l i e r s , the 

ava i lab i l i ty of subs t i tu te inputs , the i m p o r t a n c e of the s u p p l i e r ' s input to the b u y e r ' s 

f inal p r o d u c t , a n d the c o s t o f s w i t c h i n g to a l te rna t ive s u p p l i e r s . T h e ba rga in i ng 

p o w e r of s u p p l i e r s c a n s ign i f i can t l y a f fec t the prof i tab i l i ty a n d c o m p e t i t i v e n e s s of 

c o m p a n i e s ope ra t i ng in the indus t ry (Porter , 1980) . 

T h e F i ve F o r c e s m o d e l p r o v i d e s v a l u a b l e ins igh ts into the d y n a m i c s of the marke t . 

It h e l p s b u s i n e s s e s c o m p r e h e n d p o w e r s t r uc tu res w i th in an indus t ry l a n d s c a p e , 

r e c o g n i z e potent ia l oppo r tun i t i es , a n d p red i c t po tent ia l t h rea ts (Grundy , 2 0 0 6 ) . Th i s 

f r a m e w o r k e m p h a s i z e s the i m p o r t a n c e of ex te rna l f a c t o r s o n b u s i n e s s prof i tabi l i ty , 

u rg ing p r o a c t i v e c o m p e t i t i v e s t ra teg ies . 
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3.2.5 Strategie Maps 

St ra tegy m a p s h a v e b e c o m e i n d i s p e n s a b l e f o r o r g a n i z a t i o n s a im ing to v i s u a l i z e , 

c o m m u n i c a t e , a n d i m p l e m e n t the i r o v e r a r c h i n g s t ra teg ies . F i rs t i n t r o d u c e d by 

K a p l a n a n d N o r t o n in 1996 a s a c o m p o n e n t of the B a l a n c e d S c o r e c a r d s y s t e m , 

s t ra tegy m a p s p r o v i d e a c a u s e - a n d - e f f e c t d e p i c t i o n of s t ra teg i c o b j e c t i v e s . Th i s 

m e t h o d o l o g y h a s b e e n p ivo ta l in e n a b l i n g b u s i n e s s e s to a l ign the i r o p e r a t i o n s a n d 

r e s o u r c e s wi th the i r ove ra l l v i s i o n . 

T h e B a l a n c e d S c o r e c a r d m a r k e d a s ign i f i can t shi f t in p e r f o r m a n c e m a n a g e m e n t . 

Un l i ke t rad i t iona l f i nanc ia l me t r i c s , th is f r a m e w o r k h igh l igh ts f ou r essen t i a l 

p e r s p e c t i v e s : 

• Financial: M e a s u r e s f i nanc ia l s u c c e s s , i nc l ud ing prof i tab i l i ty a n d g r o w t h . 

• Customer: Eva lua te the v a l u e c r e a t e d fo r c u s t o m e r s a n d the i r sa t i s f ac t i on 

leve ls . 

• Internal Processes : Ident i f ies c r i t i ca l in ternal o p e r a t i o n s that l ead to 

ope ra t i ona l e x c e l l e n c e . 

• Learning and Growth: E m p h a s i z e s in tang ib le a s s e t s l ike h u m a n cap i ta l a n d 

innova t ion fo r s u s t a i n e d c o m p e t i t i v e a d v a n t a g e . 

S t ra tegy m a p s e m e r g e d a s a v i sua l too l c o m p l e m e n t i n g the B a l a n c e d S c o r e c a r d 

(Kap lan a N o r t o n , 2001) . T h e y i l lustrate h o w o b j e c t i v e s a c r o s s the f ou r p e r s p e c t i v e s 

inter l ink to d r i ve ove ra l l s t ra teg i c s u c c e s s . 

Elements and Visuals 

A s t a n d a r d s t ra tegy m a p c o n s i s t s of s e v e r a l key c o m p o n e n t s : 

S t ra teg i c O b j e c t i v e s : Br ie f s t a t e m e n t s out l in ing the d e s i r e d o u t c o m e s fo r e a c h 

p e r s p e c t i v e . 

• Cause-and-e f fec t relationships: A r r o w s i l lustrate h o w o b j e c t i v e s are 

i n t e r c o n n e c t e d a n d s u p p o r t o n e ano the r to a c h i e v e the o v e r a r c h i n g g o a l . 

• Co lor -Cod ing: A n op t iona l v i sua l c u e to d i f fe ren t ia te b e t w e e n p e r s p e c t i v e s 

or pr ior i t ies . 
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St ra tegy m a p s a re o f ten p r e s e n t e d in a h i e ra r ch i ca l fo rmat , w i th o v e r a r c h i n g 

f i nanc ia l g o a l s at the t op , c a s c a d i n g d o w n to c u s t o m e r , in terna l , a n d lea rn ing & 

g r o w t h o b j e c t i v e s . 

Benefits of Strategy Maps 

• Clarity and Alignment: S t ra tegy m a p s ar t i cu la te the o r g a n i z a t i o n ' s s t ra teg ic 

d i rec t i on , e n s u r i n g e m p l o y e e s u n d e r s t a n d the i r ro les in a c h i e v i n g s h a r e d 

g o a l s (Kap lan , 2 0 0 9 ) . 

• Communicat ion: V i s u a l r e p r e s e n t a t i o n s s imp l i f y c o m p l e x s t ra teg ies , a id ing 

o rgan i za t i ona l c o m m u n i c a t i o n (N i ven , 2014) . 

• Focus: S t ra tegy m a p s h igh l ight c r i t i ca l o b j e c t i v e s a n d h o w t h e y l ink b a c k to 

s u c c e s s , p r o m o t i n g the a l l oca t ion of r e s o u r c e s t o w a r d s h i g h - i m p a c t a r e a s 

( P a p a l e x a n d r i s et a l . , 2 0 0 5 ) . 

• Performance Monitoring: By l ink ing s t ra teg ic o b j e c t i v e s to re la ted 

p e r f o r m a n c e me t r i c s , s t ra tegy m a p s fac i l i ta te p r o g r e s s mon i to r i ng a n d 

s t ra tegy a d j u s t m e n t s (Po is ter , 2010) . 

S t ra tegy m a p s a re p o w e r f u l t oo l s fo r s t ra teg ic p l ann ing , c o m m u n i c a t i o n , a n d 

e x e c u t i o n . By v i sua l l y r e p r e s e n t i n g c a u s e - a n d - e f f e c t r e la t i onsh ips b e t w e e n 

s t ra teg ic o b j e c t i v e s , t hey p r o m o t e a l i gnmen t , c lar i ty , a n d f o c u s wi th in o r g a n i z a t i o n s . 

W h i l e t h e y mus t b e though t fu l l y d e s i g n e d a n d c o n s i s t e n t l y u p d a t e d , s t ra tegy m a p s 

rema in v a l u a b l e a s s e t s in s t ra teg i c m a n a g e m e n t . 

3.2.6 EFE Matrix 

T h e E F E Mat r i x is a s t ra teg i c m a n a g e m e n t too l fo r a n a l y z i n g an o r g a n i z a t i o n ' s 

ex te rna l e n v i r o n m e n t (Dav id , 2011). Its p u r p o s e is to p r o v i d e a s t ruc tu re fo r 

iden t i f y ing a n d rank ing oppo r tun i t i es a n d th rea ts that a c o m p a n y e x p e r i e n c e s wi th in 

its ope ra t i ng e n v i r o n m e n t . T h e E F E Mat r i x w o r k s h a n d in h a n d wi th o ther t oo l s , s u c h 

as the S W O T a n a l y s i s , to e n a b l e s t ra teg i c d e c i s i o n - m a k i n g that is in s y n c w i th the 

real i t ies of a f i rm ' s ex te rna l l a n d s c a p e . 
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T h e E F E Mat r i x is a f r a m e w o r k that s u g g e s t s o r g a n i z a t i o n s c a n a c h i e v e op t ima l 

p e r f o r m a n c e by tak ing a d v a n t a g e of ex te rna l oppo r tun i t i es wh i le m in im i z i ng 

potent ia l t h rea ts ( R o w e et a l . , 1994) . 

T h e p r o c e s s of d e v e l o p i n g an E F E Mat r i x t yp i ca l l y i n v o l v e s the f o l l o w i n g s t e p s 

(Dav id et a l . , 2 0 2 4 ) : 

List Key Factors: C r e a t e a c o m p r e h e n s i v e list o f the o r g a n i z a t i o n ' s c r i t i ca l ex te rna l 

oppor tun i t i es a n d th rea ts . Th i s c o u l d r a n g e f r o m e c o n o m i c t r e n d s to t e c h n o l o g i c a l 

a d v a n c e m e n t s a n d c h a n g e s in the c o m p e t i t i v e l a n d s c a p e . 

Ass ign Weights: De te rm ine the re la t ive i m p o r t a n c e of e a c h f a c t o r to the 

o r g a n i z a t i o n ' s s u c c e s s . E n s u r e that the total o f all w e i g h t s a d d s up to 1.0. 

Rate Effect iveness: Eva lua te h o w we l l t he o r g a n i z a t i o n r e s p o n d s to e a c h s p e c i f i c 

f ac to r . U s e the 1-4 rat ing s c a l e . 

Calculate Weighted Scores : Mu l t ip ly e a c h f a c t o r ' s we igh t by its c o r r e s p o n d i n g 

rat ing to ob ta in w e i g h t e d s c o r e s . 

Determine the Total Weighted Score: A d d all t he w e i g h t e d s c o r e s to d e t e r m i n e a 

f ina l s c o r e b e t w e e n 1.0 a n d 4 . 0 . Th i s s c o r e p r o v i d e s an ove ra l l p i c tu re of the 

c o m p a n y ' s pos i t i on r e g a r d i n g its ex te rna l e n v i r o n m e n t . 

• Scores Below 2.5: T h i s i nd i ca tes potent ia l w e a k n e s s in the o r g a n i z a t i o n ' s 

s t ra teg ic r e s p o n s e to its ex te rna l e n v i r o n m e n t . I m p r o v e m e n t s a re n e c e s s a r y . 

• Scores Around 2.5: S u g g e s t an a v e r a g e r e s p o n s e to the ex te rna l 

e n v i r o n m e n t . T h e r e is r o o m fo r re f in ing s t ra teg ies to e n h a n c e the c o m p a n y ' s 

pos i t i on . 

• Scores A b o v e 2.5 Imply a s t r ong pos i t i on w h e r e the c o m p a n y l e v e r a g e s 

oppor tun i t i es e f f ec t i ve l y wh i le m a n a g i n g th rea ts . 

3.3 Summary of Internal and External Environment 

Analysis 

In the f o l l o w i n g s e c t i o n , a i m ' s to p r o v i d e a c o m p r e h e n s i v e o v e r v i e w of the s t ra teg ic 

a n a l y s i s of a c o m p a n y t h r o u g h the s y n t h e s i s of f i n d i n g s d e r i v e d f r o m bo th internal 

a n d ex te rna l e n v i r o n m e n t a n a l y s e s . T h i s wi l l b e fac i l i t a ted by ut i l iz ing v a r i o u s 

ana ly t i ca l t oo l s s u c h as the S p a c e a n a l y s i s , S W O T a n a l y s i s , a n d IE matr ix to c r e a t e 

a c o h e s i v e a n d c o m p r e h e n s i v e p i c tu re . 
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3.3.1 S P A C E Analysis 

S P A C E a n a l y s i s w a s init ial ly p r o p o s e d by R o w e et a l . (1994) as a m e a n s to b r i dge 

the g a p b e t w e e n theo re t i ca l s t ra teg i c m a n a g e m e n t f r a m e w o r k s a n d p rac t i ca l 

s t ra tegy d e v e l o p m e n t . It i n teg ra tes mul t ip le d i m e n s i o n s to p r o v i d e a ho l is t ic 

a s s e s s m e n t of an o r g a n i z a t i o n ' s s t ra teg i c pos i t i on . T h e f o u r c r i t i ca l d i m e n s i o n s of 

the S P A C E matr ix a re : 

• Environmental Stability (ES): Stabi l i ty in the ex te rna l e n v i r o n m e n t is 

i m p a c t e d by f a c t o r s l ike inf lat ion ra tes , t e c h n o l o g i c a l c h a n g e , vu lnerab i l i t y to 

subs t i tu te p r o d u c t s , p r i c e r a n g e s wi th in the c o m p e t i t i v e l a n d s c a p e , p r i ce 

e las t ic i ty of d e m a n d , a n d volat i l i ty in marke t d e m a n d (Grant , 2021) . A h igh ly 

d y n a m i c or u n p r e d i c t a b l e e n v i r o n m e n t c h a l l e n g e s an o r g a n i z a t i o n ' s s t ra teg i c 

p lann ing . 

• Industry Attract iveness (IA): A s s e s s i n g indus t ry a t t r a c t i v e n e s s enta i ls 

c o n s i d e r i n g marke t g r o w t h potent ia l , prof i t m a r g i n s , the e f f i c i e n c y of 

r e s o u r c e ut i l i za t ion, the c o m p l e x i t y of marke t ent ry , l abour p roduc t i v i t y , 

overa l l c a p a c i t y u t i l izat ion, ba rga in i ng p o w e r of m a n u f a c t u r e r s w i th in the 

va lue c h a i n , a n d the f i nanc ia l s tabi l i ty o f indus t ry pa r t i c ipan ts (Porter , 2 0 0 8 ) . 

Indust r ies that h a v e the potent ia l fo r h igh g r o w t h a n d s t r o n g prof i t ma rg i ns 

a re t yp i ca l l y c o n s i d e r e d m o r e a t t rac t ive . 

• Competit ive Advantage (CA): F a c t o r s s h a p i n g an o r g a n i z a t i o n ' s c o m p e t i t i v e 

a d v a n t a g e i n c l u d e s its marke t s h a r e , p r o d u c t qua l i ty , p r o d u c t l i f e c y c l e 

pos i t i on ing , i nnova t ion capab i l i t i es , c u s t o m e r loyal ty , a n d the d e g r e e of 

ve r t i ca l in tegra t ion in its o p e r a t i o n s (Barney , 1991; D a v i d a D a v i d , 2017). 

C o m p e t i t i v e a d v a n t a g e s a l l ow an o r g a n i z a t i o n to d i f fe ren t ia te i tsel f a n d ga in 

an e d g e o v e r r iva ls . 

• Financial Strength (FS): F inanc ia l hea l th is r e f l e c t e d in me t r i c s s u c h as 

i nven to ry tu rnove r , c a s h f l ow , d e b t ra t ios , re turn on i nves tmen t , l iquid i ty, a n d 

the a d e q u a c y of ava i l ab le cap i ta l to mee t s t ra teg i c g r o w t h n e e d s ( W h e e l e n 

et a l . , 2018) . S t r o n g f i nanc ia l hea l th p r o v i d e s o r g a n i z a t i o n s wi th the f lex ib i l i ty 

a n d r e s o u r c e s to p u r s u e g r o w t h oppo r tun i t i es . 

T h e app l i ca t i on of S P A C E a n a l y s i s t yp i ca l l y i n v o l v e s the f o l l o w i n g s t e p s : 

• Factor Identification: D e t e r m i n e the k e y ex te rna l a n d in ternal f a c t o r s 

i n f l uenc ing e a c h of the f ou r S P A C E d i m e n s i o n s . 
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• Factor Scor ing: A s s i g n a n u m e r i c a l s c o r e (of ten b e t w e e n +1 a n d +6 fo r 

f a v o u r a b l e f a c t o r s or -1 a n d - 6 f o r u n f a v o u r a b l e f ac to rs ) to e a c h f a c t o r b a s e d 

on its p e r c e i v e d i m p o r t a n c e a n d potent ia l impac t . 

• Dimension Calculation: C a l c u l a t e the a v e r a g e s c o r e fo r e a c h d i m e n s i o n . 

• Matrix Plotting: P lo t the a v e r a g e s c o r e s on the S P A C E matr ix , w h e r e the X -

ax is r e p r e s e n t s the c o m b i n e d s c o r e s of IA a n d C A , a n d the Y - a x i s r e p r e s e n t s 

the c o m b i n e d s c o r e s of F S a n d E S . 

Strategy Determination: T h e resu l t ing p lo t ted point wi th in the S P A C E matr ix 

s u g g e s t s the m o s t app rop r i a t e s t ra teg i c p o s t u r e : A g g r e s s i v e , C o n s e r v a t i v e , 

D e f e n s i v e , or C o m p e t i t i v e ( T h o m p s o n a S t r i c k l a n d , 1998) . 

Insights into the Strategic Postures of S P A C E Matrix: 

• Aggress ive : O r g a n i z a t i o n s in th is q u a d r a n t p o s s e s s s t r o n g f i nanc ia l 

r e s o u r c e s a n d c o m p e t i t i v e a d v a n t a g e s in an a t t rac t i ve indus t ry w i th a s tab le 

e n v i r o n m e n t . Th i s pos i t i on wa r ran t s a t h o r o u g h a s s e s s m e n t of g r o w t h 

oppor tun i t i es . C o m p a n i e s might p u r s u e the f o l l o w i n g : 

• M a r k e t e x p a n s i o n (new p r o d u c t s or reg ions) 

• V e r t i c a l in tegra t ion 

• A c q u i s i t i o n s 

• S t ra teg i c p a r t n e r s h i p s (Har r igan , 1988) 

• Conservat ive: C o m p a n i e s fa l l ing in th is q u a d r a n t bene f i t f r o m f i nanc ia l 

stabi l i ty in a re la t ive ly s tab le e n v i r o n m e n t but m a y lack s ign i f i can t 

c o m p e t i t i v e a d v a n t a g e or o p e r a t e in a l e s s a t t rac t ive indus t ry . O r g a n i z a t i o n s 

he re n e e d to: 

• P ro tec t ex i s t i ng marke t s h a r e . 

• F o c u s o n ope ra t i ona l e f f i c i e n c y a n d c o s t con t ro l (Kap lan a 

N o r t o n , 1996) 

• S e l e c t i v e l y e x p l o r e d i ve rs i f i ca t i on (Rumel t , 1982) 

• Defensive: T h i s q u a d r a n t i nd i ca tes l imi ted c o m p e t i t i v e a d v a n t a g e s and 

f i nanc ia l r e s o u r c e s in the f a c e of an uns tab le e n v i r o n m e n t or an una t t rac t i ve 

indus t ry . O r g a n i z a t i o n s in th is pos i t i on s h o u l d f o c u s o n : 

• C o n s o l i d a t i o n a n d c o s t r educ t i on m e a s u r e s 

• S e e k i n g s t ra teg i c p a r t n e r s h i p s or joint v e n t u r e s fo r s u p p o r t 

• R e p o s i t i o n i n g in a m o r e f a v o u r a b l e marke t n i c h e (Por ter , 1996) 

• C o n s i d e r i n g d i v e s t m e n t or l iqu idat ion in e x t r e m e c a s e s . 



• Competit ive: O r g a n i z a t i o n s in th is q u a d r a n t t yp i ca l l y p o s s e s s c o m p e t i t i v e 

a d v a n t a g e s but o p e r a t e in l e s s s tab le e n v i r o n m e n t s or l e s s a t t rac t ive 

i ndus t r i es . C o m p a n i e s in th is q u a d r a n t n e e d to f i nd w a y s to l e v e r a g e 

s t reng ths wh i le mi t iga t ing ex te rna l r i s ks . S t ra teg ies might i nc l ude : 

• A g g r e s s i v e p r o d u c t d e v e l o p m e n t a n d i nnova t i on ( C h r i s t e n s e n 

a Rayno r , 2013) 

• M a r k e t pene t ra t i on s t ra teg ies to b o o s t marke t s h a r e 

• D e v e l o p i n g s t ra teg i c ag i l i t y /adaptab i l i t y (Doz a K o s o n e n , 2010) 

S P A C E a n a l y s i s is a p o w e r f u l too l that c a n fac i l i ta te d a t a - d r i v e n s t ra teg i c d e c i s i o n ­

m a k i n g . By o f f e r i ng a s t r u c t u r e d w a y to e v a l u a t e in ternal a n d ex te rna l f a c t o r s , it a ids 

o r g a n i z a t i o n s in iden t i f y ing a p p r o p r i a t e s t ra teg i c p o s t u r e s a n d a c t i o n s . (D imi t rova, 

T, 2017) h igh l i gh ted the i m p o r t a n c e of ta i lo r ing the f r a m e w o r k to the s p e c i f i c c o n t e x t 

a n d the v a l u e of c o m b i n i n g it w i th o the r s t ra teg i c a n a l y s i s t oo l s f o r m o r e robus t 

resu l ts . 

si 
5 • 
4 • 

3 • 
2 • 
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-2 -
-3 -
4 -
•5 -

\ 

' i i i i i r t ̂— 1 

1 1 2 3 4 6 6 

1 
Figure 4 SPACE Matrix 
Source: Yie, C.E., Zhi, C.E. and Ping, N.T.S., 2021. 

3.3.2 S W O T Analysis 

S W O T a n a l y s i s is a ve rsa t i l e a n d w i d e l y r e c o g n i z e d too l w i th in s t ra teg ic 

m a n a g e m e n t . Its s imp l i c i t y l ies in its a c r o n y m : Strengths, Weaknesses , 

Opportunities, a n d Threats. S t r eng ths a n d w e a k n e s s e s e x a m i n e internal f a c t o r s 

w i th in an o r g a n i z a t i o n ' s con t ro l , wh i l e oppo r tun i t i es a n d th rea ts a n a l y z e the ex te rna l 

e n v i r o n m e n t . S W O T a n a l y s i s p r o v i d e s a f o u n d a t i o n fo r u n d e r s t a n d i n g an 
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o r g a n i z a t i o n ' s pos i t i on ing , o f f e r i ng d e c i s i o n - m a k e r s ins igh ts to f o rmu la te e f f e c t i v e 

s t ra teg ies (Hill a W e s t b r o o k , 1997) 

A n a l y z i n g an o r g a n i z a t i o n ' s in ternal s t r eng ths a n d w e a k n e s s e s a l l o w s f o r iden t i f y ing 

its inherent capab i l i t i es a n d l imi ta t ions, w h i c h c a n then b e l e v e r a g e d to e n h a n c e its 

s t ra teg ic p o s t u r e . 

O n the o the r h a n d , oppo r tun i t i es a n d th rea ts a re ex te rna l to the o r g a n i z a t i o n a n d are 

o f ten i n f l u e n c e d by b r o a d e r e c o n o m i c , regu la to ry , a n d marke t c o n d i t i o n s . 

Ident i fy ing a n d eva lua t i ng t h e s e ex te rna l f a c t o r s is c r u c i a l f o r o r g a n i z a t i o n s to 

p roac t i ve l y r e s p o n d to marke t t r e n d s , regu la to ry c h a n g e s , a n d c o m p e t i t i v e 

c h a l l e n g e s (F le isher a B e n s o u s s a n , 2015) . 

Ove ra l l , in tegra t ing S W O T a n a l y s i s in s t ra teg i c p l ann ing a n d d e c i s i o n - m a k i n g 

e m p o w e r s o r g a n i z a t i o n s to m a k e i n f o r m e d , e v i d e n c e - b a s e d c h o i c e s a l i gned wi th 

their in ternal capab i l i t i es a n d the ex te rna l b u s i n e s s e n v i r o n m e n t . A s o r g a n i z a t i o n s 

con t i nue to nav i ga te c o m p l e x a n d d y n a m i c m a r k e t s , t he ro le of S W O T a n a l y s i s in 

s t ra teg ic m a n a g e m e n t a n d p lann ing r e m a i n s i n d i s p e n s a b l e . 

SWOT Analysis Summary 

Internal 
Factors 

• Appropriate infrastructure 

• Investment in equipment 

• Consistent results 

• Multrtfisciplinary team 

• Organization 

• Personalized care 

* Bureaucracy 

* Constant Je.ays 

*•Internal competition 

* Lack of internal communication 
1 Bad telephone system 

If 
External 
Factors 

• Demand for oocyte 

cryapreservauon 

' ImprovB site on lha internet 

offering patient-friendly tools 

• Marketing opportunities 

-Costs of medication 

» Emphasis on a single type 

of treatment 

s Seasonality 

• A new clinic was open 

• Legal law suits 

Figure 5 SWOT analysis 
Source: Bento, F.C. and Esteves, S.C., 2016 

3.3.3 IE Matrix 

T h e IE Mat r i x is a v a l u a b l e s t ra teg i c m a n a g e m e n t too l b u s i n e s s e s ut i l ize to 

u n d e r s t a n d the i r marke t pos i t i on a n d in fo rm thei r p lann ing v i sua l l y . T h e IE Mat r i x 
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m a p s a c o m p a n y ' s d i v i s iona l p e r f o r m a n c e to r e c o m m e n d e f f e c t i v e s t ra teg ies b a s e d 

on the ins igh ts p r o v i d e d by the IFE a n d E F E Mat r i x . 

T h e n i n e - c e l l IE Mat r i x is u s e d to pos i t i on a c o m p a n y ' s d i v i s i o n s . T h e IFE total 

w e i g h t e d s c o r e s a re r e p r e s e n t e d on the ho r i zon ta l ax i s , a n d the E F E total w e i g h t e d 

s c o r e s a re s h o w n o n the ve r t i ca l ax i s . E a c h ax i s h a s t h ree r a n g e s : 

IFE: 

L o w (1.0 to 1.99) 

M e d i u m (2.0 to 2.99) 

H igh (3.0 to 4.0) 

EFE: 

L o w (1.0 to 1.99) 

M e d i u m (2.0 to 2.99) 

H igh (3.0 to 4.0) 

T h e i n te rsec t i on of the IFE a n d E F E s c o r e s d e t e r m i n e s w h e r e a b u s i n e s s unit or 

d i v i s ion fa l l s wi th in the matr ix . T h e r e c o m m e n d e d s t ra teg ies c h a n g e d e p e n d i n g on 

th is pos i t i on ing (Dav id , 2011). 

T h e IE Mat r i x S t ra teg ies o f fe r v a l u a b l e ins igh ts into t h ree o v e r a r c h i n g s t ra tegy 

c a t e g o r i e s . 

The nine cells can be grouped as follows: 

• Cells I, II, and IV: Pr io r i t i ze G r o w t h a n d E x p a n s i o n s t r a teg ies . T h e s e m a y i n c l u d e 

marke t pene t ra t i on , marke t d e v e l o p m e n t , p r o d u c t d e v e l o p m e n t , ho r i zon ta l 

in tegra t ion , or o ther a p p r o a c h e s g e a r e d t o w a r d s g r o w t h . 

• Cells III, V , and VII: C e n t r e on P r e s e r v a t i o n a n d M a i n t e n a n c e s t r a teg ies . M a r k e t 

pene t ra t ion a n d p r o d u c t d e v e l o p m e n t a re o f ten e f f e c t i v e in t h e s e ce l l s . 

• Cells VI, VIII, and IX: Ind icate a n e e d fo r D i s i n v e s t m e n t or D i v e s t m e n t s t ra teg ies . 

If a unit fa l l s into o n e of t h e s e ce l l s , se l l i ng of f a d i v i s i on or g radua l l y l iqu idat ing 

it m a y b e app rop r i a te . 

Expe r t s h a v e no ted that the IE Mat r i x r e p r e s e n t s a s ign i f i can t a d v a n c e m e n t o v e r the 

S W O T a n a l y s i s d u e to its abi l i ty to p r o v i d e m o r e p r e c i s e s t ra teg i c g u i d a n c e ra ther 

than s i m p l y e n u m e r a t i n g f a c t o r s ( G h a z i n o o r y et a l . , 2010) . T h i s too l is par t i cu la r ly 
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bene f i c i a l fo r c o m p l e x o r g a n i z a t i o n s wi th mul t ip le b u s i n e s s uni ts , a s it e n a b l e s t h e m 

to a l l oca te r e s o u r c e s a n d pr io r i t i ze s t ra teg i c in i t ia t ives (Dav id , 2011). 

T h e IE Mat r i x has b e e n w i d e l y u t i l i zed a c r o s s a r a n g e of indus t r i es a n d s c e n a r i o s , 

s u c h as a n a l y z i n g c o m p e t i t i v e s t ra tegy in sma l l a n d m e d i u m - s i z e d b u s i n e s s e s , 

d e v e l o p i n g b u s i n e s s m o d e l s (Mi rab i et a l . , 2015) , a n d a s s e s s i n g en t rep reneu r i a l 

oppor tun i t i es ( C a p p s III a G l i s s m e y e r , 2012) . 

The IFE Total Weighted Scores 

Str-Ljuy 
3.0-4.0 

4.0 3,0 

• i i l . 
2.0-2.9S 

2,0 

W&ak 
1.0 - 1,99 

1,0 

High 
S 3,0 - 4,0 

i.3 
IL 

S in 
— 0J 
*3 <5 Medium P y 2 .0 - 2,09 

i.'j 

1.0-1,8© VII VIII 

III 

IX 

D e s c r i p t i o n : 
I, II, IV : Grow and build 
lil, V, VII : Hold and maintain 
VI, VIII, IX; Han/esl rjrdivesl 

1,0 

Figure 6 IE Matrix 
Source: Candra, S., 2014. 

4 2 



4. Formulation of Strategy 

4.1 Process of Formulating Strategies 

T h e c o n c e p t o f s t ra tegy , o r ig ina t ing f r o m t he G r e e k w o r d S t r a t e g o s , m e a n i n g "art 

of t he g e n e r a l , " p l a y s a c r u c i a l ro le in the p lann ing a n d e x e c u t i o n of v a r i o u s 

o r g a n i z a t i o n s . A w e l l - c r a f t e d s t ra tegy s e r v e s as a gu ide , d i rec t i ng a c o m p a n y ' s 

r e s o u r c e s a n d e f fo r t s t o w a r d a c h i e v i n g its l o n g - t e r m o b j e c t i v e s . D e v e l o p i n g a 

s t ra tegy is a p ivota l f a c t o r in d e t e r m i n i n g the s u c c e s s a n d longev i t y o f an 

o r g a n i z a t i o n . 

• Discourse on Strategic Planning and Strategic Management: In ear l ie r 

d i s c u s s i o n s of s t ra tegy d e v e l o p m e n t , a p r e s c r i p t i v e m e t h o d k n o w n as 

s t ra teg ic p l ann ing w a s h igh l i gh ted , w h i c h i n v o l v e d t o p - d o w n , s t r uc tu red 

f r a m e w o r k s ( M i n t z b e r g , 1994) . H o w e v e r , m o d e r n r e s e a r c h a d v o c a t e s fo r the 

idea of s t ra teg ic m a n a g e m e n t , r e c o g n i z i n g the d y n a m i c a n d o n g o i n g nature 

of s t ra tegy a s it r e s p o n d s to bo th in ternal a n d ex te rna l f a c t o r s (Hitt et a l . , 

2 0 2 0 ) . 

• Rational and Emergent Strategies: T h e rat ional a p p r o a c h to s t ra tegy 

d e v e l o p m e n t i n v o l v e s a m e t i c u l o u s a n a l y s i s a n d de l i be ra te fo rmu la t i on 

p r o c e s s (Porter , 1980) , wh i le the e m e r g e n t a p p r o a c h s u g g e s t s that s t ra tegy 

e m e r g e s o rgan i ca l l y f r o m pa t te rns in o rgan i za t i ona l a c t i o n s , s h o w c a s i n g a 

r e m a r k a b l e leve l of r e s p o n s i v e n e s s a n d adaptab i l i t y ( M i n t z b e r g , 1987). 

• A s s e s s m e n t of Capabilities and Limitations: Eva lua t ing o n e s e l f wh i l e 

c rea t i ng a s t ra tegy is c r u c i a l . S W O T a n a l y s i s (S t reng ths , W e a k n e s s e s , 

Oppo r tun i t i es , Th rea ts ) is v a l u a b l e fo r r e c o g n i z i n g an en t i t y ' s f u n d a m e n t a l 

sk i l ls , s h o r t c o m i n g s , a n d p l a c e in its c o m p e t i t i v e e n v i r o n m e n t . 

• Integrating Stakeholders: T o d e v e l o p a s t ra tegy i nvo l v ing m o r e than just 

sen io r l e a d e r s h i p is e s s e n t i a l . By i nc l ud ing e m p l o y e e s , c u s t o m e r s , pa r tne rs , 

a n d o ther s t a k e h o l d e r s , y o u c a n i n c r e a s e c o m m i t m e n t , e n c o u r a g e 

i nnova t i on , a n d b e m o r e r e s p o n s i v e to a b r o a d e r r a n g e of n e e d s . 
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The Five Stages of Strategic Management Process 

1. Goal-Sett ing: 

• Clarity of Purpose: T h i s f o u n d a t i o n a l s t a g e e s t a b l i s h e s the o r g a n i z a t i o n ' s 

d e s i r e d fu tu re . G o a l s s h o u l d b e S M A R T ( S p e c i f i c , M e a s u r a b l e , A c h i e v a b l e , 

Re levan t , a n d T i m e - b o u n d ) . 

• Cascading Goals: E n s u r e a l i gnmen t t h roughou t the o r g a n i z a t i o n by b r e a k i n g 

d o w n o v e r a r c h i n g g o a l s into d e p a r t m e n t a l a n d ind iv idua l o b j e c t i v e s . 

• Involvement: E n g a g e s t a k e h o l d e r s a n d f o s t e r o w n e r s h i p by i nco rpo ra t i ng 

their input into g o a l - s e t t i n g . 

2. Analysis 

• External Scanning: U s e too ls l ike P E S T E L or P o r t e r ' s F i ve F o r c e s to m a p 

indus t ry t r e n d s , c o m p e t i t o r m o v e s , regu la to ry c h a n g e s , a n d s o c i o e c o n o m i c 

f a c t o r s . 

• Internal Appraisal : S W O T a n a l y s i s o f f e r s a f r a m e w o r k fo r iden t i f y ing 

s t reng ths , w e a k n e s s e s , oppo r tun i t i es , a n d th rea ts . VR IO a n a l y s i s (Va lue , 

Rar i ty, Imitabil i ty, O rgan i za t i on ) c a n revea l c o r e c o m p e t e n c i e s w i th potent ia l 

fo r c o m p e t i t i v e a d v a n t a g e . 

3. Strategy Formulation 

• T y p e s of Strategies: C o n s i d e r s t r a teg ies at d i f fe ren t l eve l s - c o r p o r a t e 

(po r t f o l i o -w ide d i rec t ion ) , b u s i n e s s ( compe t i t i ve pos i t i on ing wi th in a unit), 

a n d f u n c t i o n a l ( r e s o u r c e a l l oca t i on wi th in d e p a r t m e n t s ) . 

• Scenario Planning: D e v e l o p s t ra teg ies to i m p r o v e p r e p a r e d n e s s a n d 

f lex ib i l i ty f o r mul t ip le potent ia l f u tu res . 

• Balancing Analysis with Intuition: S t ra teg i c d e c i s i o n s s h o u l d b e i n f o r m e d by 

d a t a - d r i v e n a n a l y s i s wh i l e a l so l e v e r a g i n g the e x p e r i e n c e a n d ins igh ts of 

l eade rs . 
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4. Strategy Implementation 

• Act ion Plans: T rans la te s t ra teg ies into de ta i l ed p l ans w i th t ime l i nes , b u d g e t s , 

a n d c l e a r a s s i g n m e n t of respons ib i l i t i es . 

• Resource Allocation: E n s u r e s t ra teg ies a re s u p p o r t e d w i th a d e q u a t e 

f u n d i n g , sk i l l ed p e r s o n n e l , a n d n e c e s s a r y t e c h n o l o g y or i n f ras t ruc tu re . 

• Change Management: P r o a c t i v e c h a n g e m a n a g e m e n t h e l p s mi t igate 

r e s i s t a n c e a n d g u i d e s the o r g a n i z a t i o n t h r o u g h a d o p t i n g n e w w o r k i n g 

m e t h o d s . 

5. Strategy Monitoring and Evaluation 

• Key Performance Indicators (KPIs): D e v e l o p me t r i c s a l i g n e d w i th s t ra teg ic 

g o a l s to t r ack p r o g r e s s a n d ident i fy potent ia l dev ia t i ons . 

• Regular Reviews: S c h e d u l e p e r i o d i c a s s e s s m e n t s of s t ra tegy p e r f o r m a n c e . 

B e p r e p a r e d to ad jus t b a s e d on resu l ts , e n v i r o n m e n t a l sh i f t s , or l e s s o n s 

l ea rned . 

• Agility: T rea t s t ra tegy a s a l iv ing p r o c e s s ra ther than a s ta t ic d o c u m e n t . 

E m b r a c e c o n t i n u o u s f e e d b a c k l o o p s to e n s u r e the s t ra tegy r e m a i n s re levan t 

a n d p rac t i ca l . 

4.2 Types of Strategy 

In the d y n a m i c b u s i n e s s e n v i r o n m e n t , u n d e r s t a n d i n g s t ra teg i c t y p o l o g i e s he lps 

o r g a n i z a t i o n s c r e a t e a n d i m p l e m e n t s t r a teg ies that a l ign w i th their s p e c i f i c c o n t e x t s 

a n d s t r eng ths . 

Categorizing Strategy 

Levels of Strategy 

O n e c o m m o n w a y to c l a s s i f y s t ra teg ies is by the h i e ra r ch i ca l l eve l at w h i c h t h e y 

o p e r a t e ( J o h n s o n et a l . , 2 0 2 0 ) . T h i s l e a d s to t h ree p r imary l eve l s : 
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• Corporate-Level Strategy: C o n c e r n e d wi th the ove ra l l s c o p e a n d d i rec t i on of 

an o r g a n i z a t i o n , it a d d r e s s e s d e c i s i o n s re la ted to a r e a s of b u s i n e s s , 

a c q u i s i t i o n s , r e s o u r c e a l l oca t i on , a n d ove ra l l s t ra teg i c g o a l s . 

• Bus iness-Leve l Strategy: F o c u s e s on h o w a s p e c i f i c b u s i n e s s unit wi l l 

c o m p e t e wi th in its indus t ry . Th i s o f ten i n v o l v e s pos i t i on ing , p r i c i ng , a n d 

d i f fe rent ia t ion c h o i c e s to ma in ta in a c o m p e t i t i v e e d g e . 

• Functional-Level Strategy: G u i d e s the r e s o u r c e m a n a g e m e n t a n d o p e r a t i o n s 

of s p e c i f i c f u n c t i o n s wi th in a b u s i n e s s unit (e.g. , ma rke t i ng , f i n a n c e , 

p roduc t i on ) , a l i gn ing t h e m wi th the b r o a d e r b u s i n e s s a n d c o r p o r a t e - l e v e l 

s t ra teg ies . 

Porter's Generic Strategies 

M i c h a e l P o r t e r ' s in f luent ia l w o r k p r o p o s e d th ree " g e n e r i c " s t r a teg ies fo r s u s t a i n a b l e 

c o m p e t i t i v e a d v a n t a g e (Por ter , 1980) : 

• Cost Leadership: A i m s to ga in c o m p e t i t i v e a d v a n t a g e by a c h i e v i n g the l o w e s t 

p o s s i b l e p r o d u c t i o n c o s t s to o f fe r l owe r p r i c e s . 

• Differentiation: F o c u s e s on c rea t i ng un ique ly d e s i r a b l e p r o d u c t s or s e r v i c e s , 

e n a b l i n g the c o m p a n y to c o m m a n d p r e m i u m p r i c e s . 

• Focus: Invo lves ta rge t ing a n i c h e marke t t h r o u g h c o s t l e a d e r s h i p or 

d i f fe rent ia t ion s p e c i a l i z e d fo r that s e g m e n t . 

Miles and Snow's Typology 

Bu i ld ing o n adap ta t i on a n d o rgan i za t i ona l b e h a v i o u r t heo r i es , (M i les et a l . , 1978) 

d e v e l o p e d a s t ra tegy t y p o l o g y i nc l ud ing : 

• Prospector: E m p h a s i z e s i nnova t i on , r i s k - t ak i ng , a n d s e e k i n g out n e w g r o w t h 

oppor tun i t i es . 

• Defender: P r io r i t i zes stabi l i ty by ma in ta in ing its pos i t i on in an e s t a b l i s h e d 

marke t t h r o u g h e f f i c i e n c y a n d con t ro l . 

• Analyzer: S e e k s b a l a n c e by i nco rpo ra t i ng e l e m e n t s of bo th p r o s p e c t o r s and 

d e f e n d e r s , a im ing fo r ope ra t i ona l e f f i c i e n c y wh i le k e e p i n g an e y e on 

i nnova t i on . 
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• Reactor: r equ i res a m o r e c o n s i s t e n t s t ra tegy , pr imar i ly reac t i ng to marke t 

c h a n g e s . 

Beyond the C lass ics : Additional Strategy T y p e s 

• Growth Strategies: V a r i o u s m o d e l s d e s c r i b e g r o w t h s t r a teg ies , s u c h as 

p r o d u c t / m a r k e t e x p a n s i o n (Ansof f , 1957), e n c o m p a s s i n g marke t pene t ra t i on , 

marke t d e v e l o p m e n t , p r o d u c t d e v e l o p m e n t , a n d d i ve rs i f i ca t i on . 

• Stability Strategies: F o c u s on ma in ta in ing t he s ta tus q u o or i nc remen ta l 

i m p r o v e m e n t s , o f ten e m p l o y e d in t i m e s of uncer ta in ty ( R o b i n s o n & P e a r c e , 

1988) . 

• Retrenchment Strategies: Invo lve a c t i o n s l ike d o w n s i z i n g or d i v e s t m e n t w h e n 

a c o m p a n y f a c e s d e c l i n i n g p e r f o r m a n c e or n e e d i n g to r e f o c u s r e s o u r c e s 

( P e a r c e a R o b b i n s , 1994) . 
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5. Implementation of Strategy 

T h e s u c c e s s f u l imp lemen ta t i on of o rgan i za t i ona l o b j e c t i v e s is a c r u c i a l a s p e c t of 

s t ra tegy , se t t ing apar t p r o s p e r i n g c o m p a n i e s f r o m t h o s e w i th u n t a p p e d po ten t ia l . 

D e s p i t e s t ra tegy f o rmu la t i on o f ten r e c e i v i n g s ign i f i can t a t tent ion, s t ra tegy 

imp lemen ta t i on r e m a i n s the l i nchp in of s u c c e s s . 

Critical Factors Influencing Implementation S u c c e s s 

• Leadership: L e a d e r s w h o h a v e a c l ea r a n d insp i r ing v i s i o n , p o s s e s s s t rong 

c o m m u n i c a t i o n sk i l l s that t h e y u s e to e f f ec t i ve l y c o n v e y the m e s s a g e a c r o s s 

the o r g a n i z a t i o n , a n d s h o w u n w a v e r i n g d e d i c a t i o n to the s t ra teg i c p lan are 

c r u c i a l in i m p l e m e n t i n g it (Hreb in iak , 2013) . 

• Organizational Culture: E n c o u r a g i n g adaptab i l i t y , r i s k - t ak i ng , a n d c o n t i n u o u s 

learn ing wi th in a cu l tu re c a n he lp i m p l e m e n t a s t ra tegy s u c c e s s f u l l y . O n the 

o ther h a n d , cu l t u res that a re f i rmly e s t a b l i s h e d a n d d o not w e l c o m e c h a n g e 

c a n c r e a t e s ign i f i can t o b s t a c l e s (Nob le , 1999) . 

• Organizational Structure: It is c r u c i a l to e n s u r e that the o r g a n i z a t i o n ' s 

s t ruc tu re a l i gns wi th its s t ra tegy . T h e s t ruc tu re s h o u l d fac i l i ta te the e x c h a n g e 

of i n fo rmat ion , e n c o u r a g e t e a m w o r k , a n d d e l e g a t e p o w e r to a id the e x e c u t i o n 

of s t ra teg i c o b j e c t i v e s (Ga lbra i th , 2011). 

• Middle Management Buy-In: M i d d l e m a n a g e r s a re essen t i a l in b r i dg ing the 

g a p b e t w e e n d i f fe ren t l eve l s of m a n a g e m e n t . B a s e d on their o w n e r s h i p a n d 

c o m p r e h e n s i o n of the s t ra tegy , t h e y h a v e a s ign i f i can t i n f l u e n c e o n h o w the 

s t ra tegy is i m p l e m e n t e d wi th in the i r t e a m s a n d d e p a r t m e n t s (F loyd a 

W o o l d r i d g e , 1992) . 

• Performance Management Systems: R e i n f o r c i n g d e s i r e d b e h a v i o u r s , d r i v ing 

p r o g r e s s , a n d fac i l i ta t ing a d j u s t m e n t s to the imp lemen ta t i on a p p r o a c h c a n be 

a c h i e v e d by t y ing me t r i cs , i n c e n t i v e s , a n d r e w a r d s d i rec t l y to the 

imp lemen ta t i on of the s t ra tegy . 
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The Human Dimension of Implementation 

• Employee Motivation and Engagement: E m p l o y e e s c a n l o s e mot i va t ion if t h e y 

do not u n d e r s t a n d w h y the s t ra tegy is e s s e n t i a l , f ee l e x c l u d e d f r o m the 

p r o c e s s , or l ack r e s o u r c e s . O n the o ther h a n d , if e m p l o y e e s a re e n g a g e d , h a v e 

c l ea r ro les a n d respons ib i l i t i es , a n d a re r e c o g n i z e d fo r the i r e f fo r ts , t h e y are 

m o r e l ike ly to t ake o w n e r s h i p of the s t ra tegy (Ruck et a l . , 2017). 

• Communicat ion and Change Management: Es tab l i sh i ng c h a n n e l s of 

c o m m u n i c a t i o n , p r o v i d i n g regu la r a n d h o n e s t u p d a t e s , a n d a d o p t i n g a 

p r o a c t i v e a p p r o a c h to m a n a g i n g c h a n g e c a n he lp f o s t e r c o m p r e h e n s i o n , 

r e d u c e o p p o s i t i o n , a n d cu l t i va te a c o l l e c t i v e s e n s e of p u r p o s e t h roughou t the 

imp lemen ta t i on p h a s e . 

Specif ic Implementation Frameworks and Considerations 

• The Role of Project Management: B r e a k i n g d o w n major s t ra teg i c in i t iat ives 

into sma l le r p ro jec ts wi th s p e c i f i c t ime l i nes , m i l e s t o n e s , a n d m a n a g e r s is o f ten 

c r u c i a l f o r s u c c e s s f u l s t ra tegy i m p l e m e n t a t i o n . V a r i o u s p ro jec t m a n a g e m e n t 

m e t h o d o l o g i e s , s u c h a s A g i l e , S c r u m , a n d Wate r fa l l , p r o v i d e s t r uc tu red 

a p p r o a c h e s to a c h i e v e th is g o a l . 

• Organizational Context: F a c t o r s s u c h a s an o r g a n i z a t i o n ' s s i z e , s e c t o r 

(whe ther pub l i c or pr iva te) , a n d indus t ry c a n i n f l u e n c e its o p e r a t i o n s . Pub l i c 

s e c t o r o r g a n i z a t i o n s , fo r i n s t a n c e , f a c e s p e c i f i c b u r e a u c r a t i c or po l i t ica l 

res t r i c t ions that n e c e s s i t a t e d i f fe ren t a p p r o a c h e s to imp lemen ta t i on ( A n d r e w s 

e t a l . , 2011). 

• External Environment: F lex ib i l i ty is r equ i r ed d u e to marke t volat i l i ty , rap id 

t e c h n o l o g i c a l a d v a n c e s , a n d sh i f t ing regu la to ry l a n d s c a p e s . Imp lementa t ion 

p lans that a re in f lex ib le m a y fa i l , a n d t h e r e f o r e , it is n e c e s s a r y to h a v e i terat ive 

a n d a d a p t i v e a p p r o a c h e s that c o n s i d e r ex te rna l f o r c e s (Doz a K o s o n e n , 2010) . 
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Chal lenges in Strategy Implementation 

• Disconnects Between Strategy and Operations: A l i g n i n g s t ra teg i c g o a l s wi th 

d a y - t o - d a y o p e r a t i o n s is a c o m m o n c h a l l e n g e . W h e n h i g h - l e v e l s t ra tegy is not 

c lea r l y t r ans la ted into p rac t i ca l a c t i o n s , e m p l o y e e s m a y w o r k aga ins t e a c h 

other , w h i c h c a n h inder p r o g r e s s . 

• Organizational Resistance: S t ra tegy imp lemen ta t i on o f ten f a c e s r e s i s t a n c e 

f r o m e m p l o y e e s d u e to fea r , habi t , or p e r c e i v e d th rea ts to e s t a b l i s h e d 

s y s t e m s . Th i s r e s i s t a n c e c a n i m p e d e c h a n g e in i t ia t ives a n d the i r s u c c e s s 

(Beer a N o h r i a , 2 0 0 0 ) . 

• Resource Constraints: Insuf f ic ient r e s o u r c e s , s u c h a s f i nanc i a l , h u m a n , a n d 

t e c h n o l o g i c a l r e s o u r c e s , c a n c r e a t e d i f f i cu l t ies in the imp lemen ta t i on p r o c e s s . 

If t he s t ra tegy d o e s not h a v e p r o p e r r e s o u r c e a l l oca t i on , it m a y f a c e the r isk 

of b e i n g u n d e r f u n d e d a n d u n d e r s t a f f e d , w h i c h c a n h inder the s u c c e s s f u l 

e x e c u t i o n of the p lan ( J a r z a b k o w s k i , 2 0 0 5 ) . 

• Communicat ion Failures: C o m m u n i c a t i o n b r e a k d o w n s that o c c u r a c r o s s 

d i f fe ren t l eve l s a n d d e p a r t m e n t s wi th in an o r g a n i z a t i o n c a n h inder p r o g r e s s 

by c a u s i n g m i s u n d e r s t a n d i n g s , m i s a l i g n m e n t s , a n d r e d u n d a n t e f fo r t s . T h e 

s u c c e s s of i m p l e m e n t i n g a s t ra tegy d e p e n d s o n the c o n s i s t e n c y a n d c lar i ty of 

c o m m u n i c a t i o n b e t w e e n all par t ies i n v o l v e d (Sul l et a l . , 2015) . 

T h e p r o c e s s of i m p l e m e n t i n g a s t ra tegy is d y n a m i c a n d c o m p l e x . It is i n f l u e n c e d by 

v a r i o u s f a c t o r s s u c h a s l e a d e r s h i p , cu l tu re , s t ruc tu re , h u m a n e l e m e n t s , f r a m e w o r k s , 

a n d ex te rna l s u r r o u n d i n g s . T h e r e is no s i n g l e so lu t i on that f i ts all s i t ua t ions . T o 

a c h i e v e s u c c e s s f u l imp lemen ta t i on , it is c r u c i a l to h a v e a c u s t o m i z e d a p p r o a c h that 

a l igns w i th the o r g a n i z a t i o n ' s s p e c i f i c c i r c u m s t a n c e s . Add i t i ona l l y , t he abi l i ty to 

adap t to c h a n g i n g c o n d i t i o n s is e s s e n t i a l . 
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6. Strategy Review 

T h e eva lua t i on of a s t ra tegy is m o r e than s i m p l y m e a s u r i n g if o b j e c t i v e s h a v e b e e n 

a c h i e v e d . It is a m e t h o d i c a l a n d repet i t i ve a s s e s s m e n t of a c o m p a n y ' s ent i re 

s t ra teg ic d i r ec t i on , p e r f o r m a n c e in re la t ion to g o a l s , a n d ex te rna l f a c t o r s a f f ec t i ng 

it. T h e u l t imate a im of th is p r o c e d u r e is to ma in ta in a l i gnmen t b e t w e e n the 

c o m p a n y ' s s t ra tegy , its e v o l v i n g in ternal ab i l i t ies , a n d the c o n s t a n t l y c h a n g i n g 

d y n a m i c s of the ex te rna l marke t . It is impor tan t to no te that s t ra tegy r e v i e w is not a 

o n e - t i m e e v e n t but ra ther an o n g o i n g p r o c e s s of s u p e r v i s i o n , eva lua t i on , a n d 

c o r r e c t i o n of s t ra teg i c d i rec t i on ( A n d e r s e n , 2 0 0 0 ) . 

The fundamental purposes of strategy reviews include: 

• Tracking Progress: Eva lua t i ng the e x e c u t i o n of c r u c i a l p l ans a n d de te rm in i ng 

if t he i n t e n d e d resu l ts h a v e b e e n a c c o m p l i s h e d . 

• Course Correct ion: T h e p r o c e s s i n v o l v e s r e c o g n i z i n g potent ia l h i n d r a n c e s , 

iden t i f y ing a r e a s that c o u l d b e e n h a n c e d , a n d t h e n ad jus t ing the p lan to t a c k l e 

t h e m . 

• Realignment: E n s u r i n g an o r g a n i z a t i o n s t a y s on t r ack to a c h i e v e l o n g - t e r m 

g o a l s i n v o l v e s c h e c k i n g if a s t ra tegy is stil l p rac t i ca l a n d re levan t in a d y n a m i c 

marke t . 

• Opportunity Recognition: D i s c o v e r i n g f r e s h oppo r tun i t i es f o r e x p a n s i o n , 

s t a n d i n g out f r o m the c o m p e t i t i o n , or g e n e r a t i n g v a l u e . 

Critical Components of Strategy Review: 

• Performance Analys is: A n o r g a n i z a t i o n ' s p e r f o r m a n c e is e v a l u a t e d by 

a n a l y z i n g p r e d e t e r m i n e d k e y p e r f o r m a n c e i nd i ca to rs (KPIs) a n d s t ra teg ic 

o b j e c t i v e s . Th i s a s s e s s m e n t t yp i ca l l y i n c l u d e s f i nanc ia l me t r i c s , ope ra t i ona l 

e f f i c i e n c y m e a s u r e s , c u s t o m e r sa t i s f ac t i on i n d i c e s , a n d innova t ion 

b e n c h m a r k s . 

• Environmental Scanning: C o n d u c t i n g a c o m p r e h e n s i v e a n a l y s i s of the 

ex te rna l e n v i r o n m e n t , w h i c h i n c l u d e s e x a m i n i n g cu r ren t marke t t r e n d s , 

potent ia l c o m p e t i t i v e r i sks a n d oppor tun i t i es , d i s rup t i ve t e c h n o l o g i c a l 
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a d v a n c e m e n t s , c h a n g e s in regu la t i ons , a n d any s o c i o e c o n o m i c c h a n g e s that 

m a y i m p a c t the b u s i n e s s . 

• Internal Capabilities Assessment : T h i s i n v o l v e s a s s e s s i n g the f u n d a m e n t a l 

a r e a s of e x p e r t i s e , l imi ta t ions, ava i l ab le r e s o u r c e s , a n d p o s s i b l e h i n d r a n c e s 

that c o u l d a f fec t the imp lemen ta t i on of the o r g a n i z a t i o n ' s s t ra tegy . 

• Strategic Gap Analys is : By p inpo in t i ng the d i f f e r e n c e s b e t w e e n the 

o r g a n i z a t i o n ' s cu r ren t pa th a n d its i n t ended l o n g - t e r m o b j e c t i v e s , the 

iden t i f i ca t ion p r o c e s s e n a b l e s the o r g a n i z a t i o n to c o n c e n t r a t e its e f fo r t s on 

c l o s i n g t h o s e g a p s a n d a c h i e v i n g its g o a l s . 

• Strategic Alignment Review: It is essen t i a l to e n s u r e that an o r g a n i z a t i o n ' s 

s t ra teg ic g o a l s , r e s o u r c e a l l oca t i on , a n d ope ra t i ona l ac t i v i t i es a re a l i gned 

( J a r z a b k o w s k i a K a p l a n , 2015). 

Practices for Strategy Reviews 

• Regular Cadence : Regu la r s t ra tegy r e v i e w s s h o u l d b e c o n d u c t e d to a l l ow fo r 

con t i nua l c o u r s e c o r r e c t i o n . T h e s e r e v i e w s c a n b e s c h e d u l e d quar te r l y , s e m i ­

annua l l y , or annua l l y , d e p e n d i n g on wha t w o r k s bes t fo r the o r g a n i z a t i o n . T h e 

a im of t h e s e r e v i e w s is to fac i l i ta te o n g o i n g a d j u s t m e n t s to y o u r s t ra tegy , 

e n s u r i n g that the o r g a n i z a t i o n r e m a i n s on t r a c k to mee t y o u r g o a l s . 

• Stakeholder Involvement: C o l l a b o r a t e wi th s t a k e h o l d e r s f r o m v a r i o u s 

f unc t i ona l a r e a s to e x p a n d ins igh ts a n d e n c o u r a g e s u p p o r t . 

• Data-Driven Approach : A n a l y z e p e r f o r m a n c e , ident i fy t r e n d s , a n d m a k e 

i n f o r m e d s t ra teg i c a d j u s t m e n t s u s i n g quant i ta t i ve a n d qua l i ta t i ve da ta . 

• Open Communicat ion: Es tab l i sh an o p e n a n d t ruthfu l c h a n n e l o f 

c o m m u n i c a t i o n that e n c o u r a g e s the d e v e l o p m e n t of ana ly t i ca l th ink ing a n d 

i nnova t i ve so lu t i ons . 

• Act ion Orientation: F o c u s o n c l ea r ac t i on i tems a n d f o l l o w t h r o u g h to e n s u r e 

tang ib le o u t c o m e s . 

Regu la r a n d c o m p r e h e n s i v e r e v i e w of s t ra teg ic p l ans , p e r f o r m a n c e me t r i cs , a n d 

e n v i r o n m e n t a l c h a n g e s is e s s e n t i a l to s t ra teg i c m a n a g e m e n t . T h i s p r o c e s s he lps 

o r g a n i z a t i o n s i m p r o v e their r e s i l i e n c e to the c h a l l e n g e s a c o n t i n u o u s l y e v o l v i n g 

l a n d s c a p e . It is c r u c i a l to i n c o r p o r a t e t heo re t i ca l f r a m e w o r k s , p roac t i ve l y 
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an t i c ipa te potent ia l o b s t a c l e s , a n d f o s t e r a cu l tu re of o n g o i n g s t ra teg ic 

i m p r o v e m e n t to l e v e r a g e the bene f i t s of s t ra teg ic r e v i e w p r o c e d u r e s fu l ly . 
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7. Introduction to Tata Motors Limited 

E s t a b l i s h e d in 1954 as T E L C O ( T A T A E n g i n e e r i n g a n d L o c o m o t i v e C o m p a n y ) , Ta ta 

M o t o r s L im i ted h a s b e c o m e a c o r n e r s t o n e of the Indian a u t o m o t i v e indus t ry a n d a 

major p l aye r on the w o r l d s t a g e . W i th a r i ch h is to ry that i n c l u d e s bu i l d ing e v e r y t h i n g 

f r o m robus t c o m m e r c i a l v e h i c l e s to g r o u n d b r e a k i n g p a s s e n g e r c a r s l ike the Ta ta 

Ind ica, the c o m p a n y h a s a repu ta t ion fo r i nnova t i on a n d e x c e e d i n g e x p e c t a t i o n s . 

F r o m ear ly s u c c e s s e s wi th m o d e l s l ike the Ta ta S ie r ra a n d Ta ta Es ta te to the 

revo lu t i onary a f fo rdab i l i t y of the Ind ica, Ta ta M o t o r s h a s a p r o v e n t rack r e c o r d of 

s h a k i n g up the marke t . 

T o d a y , Ta ta M o t o r s o f f e r s a d i v e r s e r a n g e of p a s s e n g e r v e h i c l e s ( P V s ) , i nc l ud ing 

m o d e l s l ike the T i a g o , A l t r o z , T igor , P u n c h , N e x o n , Harr ier , a n d Sa fa r i . T h e s e v e h i c l e s 

a re d e s i g n e d to a p p e a l to a w i d e r a n g e of c u s t o m e r s , b a l a n c i n g a f fo rdab i l i t y , c u t t i n g -

e d g e f e a t u r e s , a n d s ty l i sh l o o k s . Important ly , Ta ta M o t o r s p r io r i t i zes sa fe t y , w i th 

s e v e r a l m o d e l s e a r n i n g h igh ra t ings in i n d e p e n d e n t c r a s h t es t s . For e x a m p l e , the 

T i a g o (4 -s ta r N C A P ) a n d T igo r (4 -s ta r N C A P ) o f fe r f ue l - e f f i c i en t pe t ro l a n d C N G 

op t i ons . T h e A l t r oz b o a s t s an i m p r e s s i v e 5 -s ta r N C A P rat ing a n d c o m e s in pe t ro l , 

d i e s e l , a n d C N G v e r s i o n s . 

Way Ahead Safety 
The Ta ta Nexon is d e s i g n e d to put your 
safety first a n d offers a superior drive 
without a n y c o m p r o m i s e s . 

GNCAP 5 Star Rating 

j ^̂ ^̂ ^̂  r^0362ft£ÍEj 

The new Ta ta Nexon is the sa fes t * c a r o n Indian r o a d s with the highest adul t 
a n d chi ld safety scores , giving it the h ighest 5-star rating a m o n g all Indian 
cars . 

Figure 7 Star GNCAP Rating for Tata Nexon 
Source: tatamotors.com 

S a f e t y is c l ea r l y a f o c u s , wi th bo th the P u n c h a n d the N e x o n a l so a c h i e v i n g 5 -s ta r 

G N C A P ra t ings in pet ro l a n d d i e s e l v e r s i o n s . T h e Harr ie r , f o c u s e d o n s a f e t y a n d 

cu r ren t l y o f f e r e d on l y in d i e s e l , e a r n e d e x c e p t i o n a l tes t s c o r e s a n d w a s e v e n 
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r e c o g n i z e d a s India 's s a f e s t ca r . T h e Sa fa r i s imi la r ly p r io r i t i zes sa fe t y w i th its 5 -s ta r 

G N C A P ra t ing. 

T A T A MOTORS 

G L O B A L P R E S E N C E 

N O R T H 

AMERICA 

ACROSS 

125 
Countries 

North America 

81,629 
VEHICLES SOLD 

>9,200 
Touch points 

?54,766 
crore 
revenue 

1 
R&D sites 

Map not to scale 

Europe 

74,349 
VEHICLES SOLD 

?42,731 
crore 

2 
Manufacturing sites 

UK 

62,142 
VEHICLES SOLD 

?33,141 
crore 

5 
Manufacturing sites 

India 

9,32,695 
VEHICLES SOLD 

n,14,091 
crore 

15 
Manufacturing sites 

95,773 
VEHICLES SOLD 
(INCL CJLR) 

?47,368 
crore 

Figure 8 Global Presence of Tata Motors 
Source: Corporate Presentation 2023 

Ta ta M o t o r s ' r e a c h is t ru ly g l o b a l , w i th o v e r 81 ,000 e m p l o y e e s a n d a p r e s e n c e in o v e r 

125 c o u n t r i e s . Its m a n u f a c t u r i n g p lan ts s p a n Indian c i t i es l ike J a m s h e d p u r , L u c k n o w , 

S a n a n d , a n d P u n e . S t ra teg i c m o v e s l ike a c q u i r i n g D a e w o o in S o u t h K o r e a , pa r tner ing 

w i th Fiat, a n d the l andmark p u r c h a s e of J a g u a r L a n d R o v e r h a v e so l i d i f i ed the 

c o m p a n y ' s pos i t i on a s a d i v e r s e a n d a m b i t i o u s a u t o m a k e r . Th i s evo lu t i on , par t i cu la r ly 

the J a g u a r L a n d R o v e r a c q u i s i t i o n , s h o w s Ta ta M o t o r s ' de te rm ina t i on to c o m p e t e at 

the h ighes t l eve l s of the a u t o m o t i v e marke t . 

F u r t h e r m o r e , Ta ta M o t o r s is at the fo re f ron t of India 's e lec t r i c v e h i c l e revo lu t i on , 

o f fe r i ng m o d e l s l ike the T i a g o E V , X P R E S - T E V , T igo r E V , a n d N e x o n E V . Th i s 

c o m m i t m e n t to s u s t a i n a b l e t ranspor ta t i on a l i gns wi th the c o m p a n y ' s f o r w a r d - t h i n k i n g 

v i s i o n . In a s ign i f i can t s t e p to b o o s t its e l ec t r i c v e h i c l e p r o d u c t i o n c a p a c i t y , Ta ta 

P a s s e n g e r E lec t r i c Mob i l i t y ( T P E M L ) , a s u b s i d i a r y of Ta ta M o t o r s , r ecen t l y a c q u i r e d 

F o r d Ind ia 's m a n u f a c t u r i n g p lant in S a n a n d , Gujara t . It is no s u r p r i s e t h e n that Ta ta 

M o t o r s is Ind ia 's t o p - s e l l i n g c o m m e r c i a l v e h i c l e (CV) a n d e lec t r i c v e h i c l e (EV) m a k e r 
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a n d the t h i r d - l a rges t in p a s s e n g e r v e h i c l e s . W i th i m p r e s s i v e s a l e s f i g u r e s a n d 

subs tan t ia l r e v e n u e s , Ta ta M o t o r s is a f o r c e to b e r e c k o n e d w i th . 

Vision Statement of Tata Motors 

By F Y 2 0 2 3 - 2 4 , w e wi l l b e c o m e the m o s t asp i ra t i ona l Indian auto b r a n d , c o n s i s t e n t l y 

w i n n i n g by : 

• De l i ve r i ng s u p e r i o r f i nanc ia l re tu rns 

• Dr iv ing s u s t a i n a b l e mobi l i ty so lu t i ons 

• E x c e e d i n g c u s t o m e r e x p e c t a t i o n s , and 

• C r e a t i n g a h igh ly e n g a g e d w o r k f o r c e 

Mission Statement of Tata Motors 

• W e i nnova te mobi l i ty so lu t i ons w i th p a s s i o n to e n h a n c e the qua l i ty of l i fe. 

Figure 9 Overview of Tata motors FY2023 
Source: Corporate Presentation 2023 
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8. Analysis of Internal Environment 

T h e in ternal e n v i r o n m e n t a n a l y s i s of Ta ta M o t o r s wi l l b e p e r f o r m e d u s i n g v a r i o u s 

S t ra teg i c too ls s u c h a s VRIO a n a l y s i s , M a r k e t i n g M i x 4 P , B C G Mat r ix , 7s a n a l y s i s a n d 

IFE Mat r i x . 

8.1 VRIO Analysis 

U s i n g VRIO a n a l y s i s w e c a n e v a l u a t e h o w Ta ta M o t o r ' s R e s o u r c e s con t r i bu te to the 

M a r k e t P o s i t i o n . 

R e s o u r c e o f 
C a p a b i l i t y O r g a n i z a t i o n 

I m p a c t o n 
C o m p e t i t i v e 
A d v a n t a g e 

B r a n d I m a g e 
X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

F i n a n c i a l 
S t r e n g t h v " X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

R e l a t i o n s h i p 
w i t h S u p p l i e r s >/ X X V * 

C o m p e t i t i v e 
p a r i t y 

D i s t r i b u t i o n 
C h a n n e l >• * X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

A b i l i t y to R i s e 
C a p i t a l v " X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

In t e rna t i ona l 
P r e s e n c e v " X n / 

U n u s e d 
c o m p e t i t i v e 
advan tage 

P r o d u c t i o n 
C a p a c i t y n / - X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

L o c a t i o n s o f 
S h o w r o o m s X >/ 

U n u s e d 
c o m p e t i t i v e 
advan tage 

C o m p e t i t i v e 
P r i c i n g X 

U n u s e d 
c o m p e t i t i v e 
advan tage 

C o n s u m e r 
E x p e r i e n c e X X C o m p e t i t i v e 

p a r i t y 

Figure 10 VRIO Analysis 
Source: Own Processing 
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Tata M o t o r s has s o m e e x c e p t i o n a l s t r eng ths that g i v e t h e m a natura l e d g e in the 

marke t . H e r e is w h a t s t a n d s out : 

• Their Name Means Something: P e o p l e t rust Ta ta M o t o r s . T h e y h a v e s p e n t 

y e a r s bu i ld ing a repu ta t ion fo r qua l i ty , h o n e s t y , a n d c a r i n g abou t the i r 

c o m m u n i t y . T h i s is not s o m e t h i n g c o m p e t i t o r s c a n f a k e - it is a real a d v a n t a g e ! 

• Going Global, the Smart Way: Ta ta d o e s not just se l l c a r s a n y w h e r e ; t h e y 

u n d e r s t a n d d i f fe ren t c o u n t r i e s a n d cu l t u res . T h e y c a n c h a n g e up their p lans 

a n d fit in w h e r e v e r t hey g o . Th i s k ind of f lex ib i l i ty is rare a n d v a l u a b l e . 

• A Culture of Thinkers and Doers: Ta ta M o t o r s is fu l l of p e o p l e w h o s o l v e 

p r o b l e m s , try n e w th i ngs , a n d a re not a f ra id to t a k e smar t r i s ks . Th i s c o m e s 

f r o m the t o p d o w n - thei r l e a d e r s h a v e a c l ea r v i s i o n , w h i c h f u e l s the w h o l e 

c o m p a n y . T h i s k ind of spir i t is ha rd to c o p y a n d m a k e s Ta ta a f o r c e to be 

r e c k o n e d wi th . 

8.2 Marketing Mix 4P 

M a r k e t i n g M i x 4 P is an e s s e n t i a l f r a m e w o r k fo r b u s i n e s s e s to e f f ec t i ve l y p r o m o t e a n d 

se l l the i r p r o d u c t s or s e r v i c e s . In th is s e c t i o n w e wi l l d e l v e d e e p into Ta ta M o t o r ' s 

M a r k e t i n g M i x 4 P . 

Product Strategy: 

P r o d u c t s t ra tegy i n v o l v e s p lann ing the t y p e s of p r o d u c t s a c o m p a n y o f f e r s a n d h o w 

they a re d i s t i n g u i s h e d . It e n c o m p a s s e s v a r i o u s a s p e c t s , s u c h as the c o r e bene f i t s of 

a p roduc t , w h i c h a re its ma in f u n c t i o n s , s u c h as t ranspo r ta t i on , T a t a ' s c o m m e r c i a l 

v e h i c l e s , a n d p a s s e n g e r v e h i c l e s , w h i c h a re the c o m p a n y ' s s t a n d a r d o f f e r i n g s . 

E x p e c t e d p r o d u c t s i n c l u d e f e a t u r e s that c u s t o m e r s an t i c ipa te , l ike c o m f o r t a b l e s e a t s , 

g o o d p e r f o r m a n c e , a n d air c o n d i t i o n i n g in a ca r . A u g m e n t e d p r o d u c t s g o b e y o n d the 

b a s i c s , i nco rpo ra t i ng add i t i ona l f e a t u r e s l ike A p p l e C a r P l a y or B lue too th c o n n e c t i v i t y . 

Po ten t ia l p r o d u c t s r e p r e s e n t fu tu re i d e a s , l ike T a t a ' s c o n c e p t of s o l a r - p o w e r e d or 

w i n d - e n e r g y c a r s . 

P r o d u c t h i e r a r c h y p r o v i d e s a s t ruc tu red w a y of o r g a n i z i n g t h e s e p r o d u c t s . P r o d u c t 

f am i l i es e n c o m p a s s all t he p r o d u c t s a c o m p a n y m a n u f a c t u r e s , i nc l ud ing c a r s , t r u c k s , 
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b u s e s , a n d m o r e . Wi th in t h e s e f am i l i es a re p r o d u c t c l a s s e s , w h i c h a re s p e c i f i c 

c a t e g o r i e s s u c h a s d i f fe ren t t y p e s of c a r s . 

P r o d u c t l i nes i n c l u d e va r ia t i ons wi th in t h e s e c l a s s e s , l ike pe t ro l , d i e s e l , or e lec t r i c 

c a r s . Fur ther d o w n the h i e ra r chy a re p r o d u c t t y p e s , r e p r e s e n t i n g d i f fe ren t s t y l e s of 

c a r s , s u c h as S U V s or s e d a n s . B r a n d s , l ike Ta ta M o t o r s , r e p r e s e n t the c o m p a n y ' s 

ident i ty , wh i l e i t ems a re s p e c i f i c m o d e l s w i th in the p r o d u c t l ine, s u c h a s the Sa fa r i 

S U V or the T igo r s e d a n . 

Las t l y , t he p r o d u c t mix re fe rs to the va r ie ty a n d n u m b e r of p r o d u c t s a c o m p a n y 

o f f e r s . W i d t h i nd i ca tes the d i ve rs i t y of p r o d u c t l ines , wi th Ta ta M o t o r s h a v i n g f i ve 

c a t e g o r i e s : p a s s e n g e r v e h i c l e s , c o m m e r c i a l v e h i c l e s , e l ec t r i c v e h i c l e s , J a g u a r , a n d 

L a n d R o v e r . L e n g t h r e p r e s e n t s the total n u m b e r of p r o d u c t s w i th in t h e s e l ines , wi th 

Ta ta M o t o r s o f f e r i ng a w i d e r a n g e of o p t i o n s , i nc l ud ing 3 5 d i f fe ren t p r o d u c t s s u c h as 

the A l t r oz , N e x o n , a n d P u n c h . 

Figure 11 Tata motors Product mix 
Source: Own Processing using information from tatamotors.com 
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Pricing Strategy 

Tata M o t o r s h a s a p r i c ing a n d p romo t i ona l s t ra tegy that is d e s i g n e d to m e e t the n e e d s 

of its d i v e r s e c u s t o m e r b a s e , r e s p o n d to marke t c h a n g e s , a n d rema in c o m p e t i t i v e . 

T h e s t ra tegy is mu l t i f a ce ted a n d i n c l u d e s s e v e r a l d i f fe ren t e l e m e n t s . It is f o c u s e d on 

a d a p t i n g p r o d u c t s a n d s e r v i c e s to mee t c h a n g i n g c u s t o m e r n e e d s a n d r e s p o n d i n g to 

marke t d y n a m i c s . T h e a im is to ma in ta in c o m p e t i t i v e n e s s wh i le ca te r i ng to d i v e r s e 

c u s t o m e r s . 

• Market Penetration Pricing: Ta ta M o t o r s t a k e s a s h r e w d a p p r o a c h to 

i n t r oduc ing n e w p r o d u c t s , s p e c i f i c a l l y w i th in the h igh ly c o m p e t i t i v e p a s s e n g e r 

v e h i c l e indus t ry . T h e c o m p a n y a i m s to e x p a n d its c u s t o m e r b a s e a n d ga in a 

s ign i f i can t marke t s h a r e by o f fe r i ng a l o w p r i ce init ial ly. Th i s s t ra tegy is 

par t i cu la r ly ev i den t w i th its e lec t r i c v e h i c l e s (EVs) d e b u t a n d r e a s o n a b l y p r i c e d 

en t r y - l eve l m o d e l s . 

• Va lue -Based Pricing: Ta ta M o t o r s t h o r o u g h l y a s s e s s e s its ta rge t c u s t o m e r s ' 

p e r c e i v e d v a l u e wh i l e d e t e r m i n i n g its v e h i c l e s ' p r i c e s . T h i s a p p r o a c h 

c o n s i d e r s v a r i o u s f a c t o r s , i nc l ud ing the m o d e l s ' f e a t u r e s , t e c h n o l o g y , a n d 

b rand repu ta t ion . 

• Competit ive Pricing: Ta ta M o t o r s has a smar t p r i c ing s t ra tegy . It mon i to rs the 

p r i c e s its c o m p e t i t o r s o f fe r in the s a m e v e h i c l e c a t e g o r y a n d ad jus ts its p r i c e s 

to o f fe r m o r e a t t rac t i ve d e a l s . 

• Product Line Pricing: Ta ta M o t o r s e m p l o y s a s t ra teg i c a p p r o a c h to p r i c ing its 

p r o d u c t l ine, o f fe r i ng a va r ie ty of m o d e l s a n d va r ian ts at d i f fe ren t p r i ce po in ts 

to ca te r to v a r i o u s marke t s e g m e n t s . Fo r i n s t a n c e , the c o m p a n y p r o v i d e s 9 6 

va r ian ts fo r the T A T A N E X O N m o d e l in the p a s s e n g e r v e h i c l e s e g m e n t . T h e 

b a s e var ian t is p r i c e d at INR 8.14 lakh (9 ,124 .34€ , 1€=89.21 INR), wh i l e the top 

var ian t c o s t s INR 14 .99 lakh (16,813.88€) . T h e c o m p a n y a c h i e v e s th is w i d e 

range of va r i an ts by m a k i n g sma l l f ea tu re c h a n g e s f r o m o n e s u b - v a r i a n t to 

ano the r . For e x a m p l e , o n e var ian t o f N E X O N m a y c o m e wi th a s t a n d a r d s o u n d 

s y s t e m , wh i le the f o l l o w i n g var ian t wi th a s l ight p r i ce i n c r e a s e m a y h a v e 

H a r m a n s o u n d s y s t e m s . Th i s p r i c ing a p p r o a c h e n a b l e s Ta ta M o t o r s to ca te r to 

b u d g e t - c o n s c i o u s b u y e r s a n d t h o s e s e e k i n g p r e m i u m f e a t u r e s a n d 

p e r f o r m a n c e . Add i t i ona l l y , t he c o m p a n y s o m e t i m e s u s e s p s y c h o l o g i c a l 

p r i c ing t a c t i c s , s u c h as p r i c i ng a v e h i c l e at INR 14 .99 Lakhs (16 ,813 .88€ ) . 
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i n s tead of INR 15 Lakhs (16 ,813 .89€ ) , to e n h a n c e the p e r c e i v e d v a l u e of its 

o f f e r i ngs . 

• Segmentation Pricing: Ta ta M o t o r s u s e s marke t s e g m e n t a t i o n to ta i lor its 

p r i c ing s t ra tegy to e a c h c u s t o m e r s e g m e n t ' s n e e d s a n d p r e f e r e n c e s . Th i s 

a l l o w s the c o m p a n y to o f fe r a r ange of v e h i c l e s at d i f fe ren t p r i c e po in ts , w i th 

luxury m o d e l s l ike J a g u a r a n d L a n d R o v e r p r i c e d d i f fe ren t ly f r o m m o r e 

a f f o r d a b l e m a s s - m a r k e t m o d e l s . 

Place Strategy 

Tata M o t o r s h a s d e v e l o p e d an a l l - e n c o m p a s s i n g a p p r o a c h to e n s u r i n g that its 

p r o d u c t s a re read i ly ava i l ab le a n d a c c e s s i b l e to d i v e r s e c u s t o m e r s wi th in t he coun t r y . 

• Dealership Network: Ta ta M o t o r s h a s e s t a b l i s h e d a v a s t ne two rk of 

d e a l e r s h i p s a c r o s s India, e n s u r i n g that c u s t o m e r s h a v e e a s y a c c e s s to the i r 

v e h i c l e s a n d s e r v i c e s . T h i s n e t w o r k fac i l i t a tes a b r o a d g e o g r a p h i c a l r e a c h , 

a l l ow ing Ta ta M o t o r s to pene t ra te u rban a n d rural m a r k e t s . 

• Global Presence: Ta ta M o t o r s b o a s t s a s ign i f i can t g l oba l p r e s e n c e w i th an 

e x t e n s i v e foo tpr in t s p a n n i n g E u r o p e , A f r i c a , the M i d d l e East , S o u t h Eas t A s i a , 

S o u t h A s i a , S o u t h A m e r i c a , a n d Aus t ra l i a . In s u p p o r t of th is in ternat iona l 

e x p a n s i o n , the c o m p a n y o p e r a t e s w h o l l y - o w n e d s u b s i d i a r i e s , jo int v e n t u r e s , 

a n d loca l d e a l e r s h i p s , p r o v i d i n g ta i lo red so lu t i ons to c u s t o m e r s w o r l d w i d e . 

• Online Sales: In r e s p o n s e to the g r o w i n g t r end of d ig i ta l c o m m e r c e , Ta ta 

M o t o r s h a s a l so e m b r a c e d on l ine s a l e s p la t f o rms . O n their w e b s i t e , Ta ta 

M o t o r s p r o v i d e s a Dig i ta l S h o w r o o m w h e r e the c u s t o m e r c a n s e e their c h o i c e 

of v e h i c l e in v i r tua l real i ty m o d e ; the c u s t o m e r c a n s e e bo th the inter ior a n d 

ex ter io r o f the v e h i c l e f r o m their d e s i r e d v i e w i n g a n g l e s . O n their w e b s i t e , Ta ta 

M o t o r s a l so p r o v i d e s a c u s t o m i z i n g op t i on w h e r e the c u s t o m e r c a n c u s t o m i z e 

his v e h i c l e a c c o r d i n g to h is b u d g e t a n d n e e d s . T h e c u s t o m e r c a n a l so b u y 

v a r i o u s t y p e s of Ta ta M o t o r s a c c e s s o r i e s fo r the i r v e h i c l e wh i le p u r c h a s i n g 

h i s /he r v e h i c l e . 

• Af ter -Sales Serv ices: Ta ta M o t o r s ' s t ra tegy pr io r i t i zes p r o v i d i n g a c c e s s i b l e 

a f t e r - s a l e s s e r v i c e s . Th i s i n c l u d e s a n e t w o r k of s e r v i c e c e n t r e s a n d a u t h o r i z e d 

s e r v i c e s ta t i ons . Th i s a p p r o a c h e n s u r e s that c u s t o m e r s r e c e i v e p r o m p t a n d 

e f f e c t i v e suppo r t , l ead ing to g rea te r sa t i s f ac t i on a n d loyal ty . 
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• Channel of Tata Motors: Ta ta M o t o r s h a s a s t r e a m l i n e d d is t r ibu t ion s t ra tegy , 

ut i l iz ing a s i n g l e leve l that i n v o l v e s so le l y d e a l e r s . A n y c o m p a n y s e e k i n g 

v e h i c l e s f r o m Ta ta c a n ob ta in t h e m d i rec t l y f r o m the dea le r , w h o m a y reques t 

that the c o m p a n y p r o c u r e a m i n i m u m of 12 v e h i c l e s . 

Promotion Strategy: 

Tata M o t o r s is w e l l - k n o w n fo r its a s s e r t i v e marke t i ng t a c t i c s e m p l o y e d t h r o u g h 

v a r i o u s c h a n n e l s . 

• Advert is ing: G e n e r a l adve r t i s i ng is l ike w a l k i n g into a c r o w d e d r o o m a n d 

i n t r oduc ing y o u r s e l f - y o u wan t to ge t as m a n y p e o p l e to k n o w w h o y o u are . 

It is abou t ge t t ing y o u r b r a n d or p r o d u c t out t he re , u s i n g e v e r y t h i n g f r o m 

m a g a z i n e s to s o c i a l m e d i a to ge t n o t i c e d . Ta ta M o t o r s , f o r e x a m p l e , r ecen t l y 

u s e d Y o u T u b e to b r ing b a c k the i r c l a s s i c Sa fa r i m o d e l . T h e v i d e o w a s a hit, 

w i th a lmos t 4 9 , 0 0 0 p e o p l e c h e c k i n g it out . Ta ta M o t o r s has a s t r o n g Y o u T u b e 

p r e s e n c e . T h e c h a n n e l l a u n c h e d on O c t o b e r 12 t h , 2012, cu r ren t l y has 2 , 8 7 3 

v i d e o s a n d 1,071,564,180 v i e w s . 

• Sales Promotion: A lot o f c o m p a n i e s a d o p t a c o m m o n tac t i c of p rov i d i ng 

t e m p o r a r y m a r k d o w n s on the i r p r o d u c t s or s e r v i c e s to lure p r o s p e c t i v e 

c u s t o m e r s . R e d u c i n g p r i c e s fo r a l imi ted t ime c a n c r e a t e an i m p r e s s i o n of 

h igher wo r th a n d l imi ted ava i lab i l i ty , e f f ec t i ve l y b o o s t i n g s a l e s . A c c o r d i n g to 

f i n a n c i a l e x p r e s s . c o m , du r i ng the 2 0 2 3 Diwal i s e a s o n , the T i a g o C N G 

h a t c h b a c k ge ts a c a s h d i s c o u n t of INR 5 0 , 0 0 0 ( 5 6 0 . 4 6 € ) , an e x c h a n g e b o n u s 

of INR 2 0 , 0 0 0 ( 2 2 4 . 1 9 ) , a n d a c o r p o r a t e d i s c o u n t of INR 5 , 0 0 0 ( 5 6 . 0 5 € ) f o r a 

total d i s c o u n t of INR 7 5 , 0 0 0 ( 8 4 0 . 6 9 € ) . 

• Influencer Marketing: T h e p r a c t i c e of i n f l uence r ma rke t i ng has e x i s t e d fo r 

s o m e t ime n o w , a n d it h a s g a i n e d m o r e popu la r i t y r ecen t l y wi th t he r i se of 

s o c i a l m e d i a . B u s i n e s s e s of all s i z e s mus t bu i ld a n d ma in ta in c o n n e c t i o n s wi th 

key i n f l u e n c e r s w h o , in tu rn , c r e a t e c r e a t i v e w a y s to m a k e their a d v e r t s m o r e 

e f f e c t i v e at p e r s u a d i n g c u s t o m e r s to b u y the i r p r o d u c t s . 

• Ta ta M o t o r s pa r t ne red wi th K u s h a Kap i l a to l a u n c h its # P a c k A P U N C H 

c a m p a i g n . T h i s a d v e r t i s e m e n t f o c u s e s o n the Ta ta P u n c h m o d e l . Rajan A m b a , 

v i c e p r e s i d e n t of s a l e s , ma rke t i ng , a n d c u s t o m e r c a r e at Ta ta M o t o r s , s a y s that 

a f ter th is ma rke t i ng c a m p a i g n , " T A T A M O T O R S H A S W I T N E S S E D A S U R G E IN 
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W O M E N C U S T O M E R S B Y M O R E T H A N 3 0 P E R C E N T , M A K I N G IT A N 

I M P O R T A N T C A T E G O R Y F O R U S , " 

• Event Sponsorship Marketing: In 2 0 2 2 , Ta ta G r o u p s r e p l a c e d V I V O a s the 

Ti t le s p o n s o r f o r the Indian P r e m i e r L e a g u e . T h r o u g h th is p la t fo rm, Ta ta 

M o t o r s d i s p l a y s o n e s i gna tu re v e h i c l e per s e a s o n ; in 2 0 2 2 , the c a r at the 

d i sp l ay w a s the Ta ta P u n c h K a z i r a n g a ed i t i on ; in 2 0 2 3 , IPL, the c a r on d i s p l a y 

w a s the Ta ta T i a g o . E V , a n d in the cu r ren t IPL s e a s o n 2 0 2 4 , the c a r on d i s p l a y 

is Ta ta P u n c h . E V , th is p la t fo rm g i v e s t h e m a u n i q u e e d g e o v e r o ther 

c o m p e t i t o r s in the s a m e s e g m e n t a s IPL, w h i c h has o n e of the h ighes t 

v i e w e r s h i p ' s in India. 

8.3 BCG Matrix 

Stars: High Sales, Dominating Their Segment 

• N e x o n (170,311 units) 

• P u n c h (150,182 units) 

• N e x o n E V (21,072 units) 

• T i a g o E V ( 3 4 , 8 5 3 units) 

T h e s e m o d e l s a re d r i v ing Ta ta M o t o r s ' s u c c e s s - t h e y se l l in h igh v o l u m e s a n d ho ld 

s ign i f i can t marke t s h a r e wi th in the i r r e s p e c t i v e s e g m e n t s . T h i s i nd i ca tes c u s t o m e r 

sa t i s f ac t i on , i nnova t i ve f e a t u r e s , a n d a s t r o n g b rand p r e s e n c e . 

C a s h C o w s : The Backbone of Revenue 

• T i a g o ( 8 9 , 4 9 3 units) 

• Har r ie r ( 2 5 , 6 4 6 units) 

T h e s e e s t a b l i s h e d m o d e l s c o n t i n u e to g e n e r a t e hea l thy s a l e s a n d s ign i f i can t pro f i ts . 

T h e y ca te r to loya l c u s t o m e r s w h o a p p r e c i a t e the i r p r o v e n rel iabi l i ty a n d a f fo rdab i l i t y . 

Question Marks: Potential for Greater S u c c e s s 

• T i a g o E V (10,765 units) 
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W h i l e still re la t ive ly n e w , the e lec t r i c var ian t of the T i a g o s h o w s p r o m i s e . A s d e m a n d 

fo r E V s g r o w s , Ta ta M o t o r s is w e l l - p o s i t i o n e d wi th th is o f fe r i ng - i n c r e a s e d s a l e s 

c o u l d m a k e it a fu tu re Star . 

Dogs: Modest Sales 

• T i go r ( 3 0 , 5 2 6 units) 

W h i l e not a top se l le r , the T igo r l ike ly has a d e d i c a t e d c u s t o m e r b a s e w h o va lue its 

p rac t i ca l i t y and a f fo rdab i l i t y . Ta ta M o t o r s m a y c o n t i n u e s u p p o r t i n g th is m o d e l or 

even tua l l y p h a s e it out . 

Figure 7 2 BCG matrix of Tata Motor's 
Source: Own processing 
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8.4 7S Framework 

• Strategy 

Tata M o t o r s p u r s u e s a mu l t i f ace ted s t ra tegy d e s i g n e d to s t r e n g t h e n its marke t 

pos i t i on , e n h a n c e c u s t o m e r e x p e r i e n c e s , a n d d r i ve i nnova t i on . A c o r e o b j e c t i v e is to 

d e v e l o p a r a n g e of exc i t i ng , c o n t e m p o r a r y v e h i c l e s s p a n n i n g bo th c o m m e r c i a l a n d 

p a s s e n g e r s e g m e n t s , wi th a f o c u s o n e x c e e d i n g c u s t o m e r e x p e c t a t i o n s . K e y ac t i ons 

i n c l u d e l a u n c h i n g n e w m o d e l s l ike the N e x o n ( C U V ) , T i go r E V , a n d v a r i o u s 

c o m m e r c i a l v e h i c l e s , a l o n g w i th in tegra t ing a d v a n c e d f e a t u r e s s u c h a s A u t o m a t e d 

M a n u a l T r a n s m i s s i o n ( A M T ) a n d smar t c o n n e c t i v i t y . F u r t h e r m o r e , Ta ta M o t o r s is 

e x p a n d i n g its p r o d u c t l i neup s t ra teg ica l l y , w i th m o d e l s s u c h a s the T 5 X , T 7 , a n d S i g n a 

4 3 2 3 . L o o k i n g a h e a d , the c o m p a n y is i nves t i ng in m o d u l a r a r c h i t e c t u r e s a n d s ta te -

o f - t he -a r t t e c h n o l o g i e s to e n h a n c e p r o d u c t a p p e a l , sa fe t y , a n d c o m f o r t . A par t i cu la r ly 

s t r ong f o c u s is p l a c e d on a l te rna t i ve p r o p u l s i o n s y s t e m s , s p e c i f i c a l l y e lec t r i c v e h i c l e s 

(EVs) . 

T o mi t igate the c y c l i c a l na tu re of the a u t o m o t i v e indus t ry , Ta ta M o t o r s a i m s to 

s t r eng then o p e r a t i o n s a n d ga in marke t s h a r e a c r o s s v a r i o u s p r o d u c t l i nes . T h e y are 

a l so pr io r i t i z ing o ther b u s i n e s s s e g m e n t s , s u c h a s v e h i c l e f i n a n c i n g , s p a r e par ts 

s a l e s , a n d s e r v i c e c o n t r a c t s , to e n h a n c e l o n g - t e r m r e s i l i e n c e . T h e c o m p a n y is 

bu i ld ing c a p a c i t y , op t im i z i ng o p e r a t i o n s , a n d i n c r e a s i n g s e r v i c e pene t ra t i on to 

a c h i e v e t h e s e g o a l s . G loba l l y , Ta ta M o t o r s is c o m m i t t e d to e x p a n d i n g its in ternat iona l 

b u s i n e s s foo tpr in t . T h i s i n v o l v e s i n c r e a s i n g s h i p m e n t s to A S E A N m a r k e t s , s e c u r i n g 

p res t i g i ous o r d e r s , a n d f o r m i n g s t ra teg i c l a u n c h e s a n d p a r t n e r s h i p s . K e y a r e a s of 

f o c u s i n c l u d e p r o d u c t d e v e l o p m e n t , s o u r c i n g op t im i za t i on , e n h a n c i n g the c u s t o m e r 

e x p e r i e n c e , a n d s t r e n g t h e n i n g b r a n d recogn i t i on a c r o s s m a r k e t s . 

• Structure 

T h e c o m p a n y a d o p t s a d i v i s i ona l s t ruc tu re , w i th d e d i c a t e d s e g m e n t s f o r c o m m e r c i a l 

v e h i c l e s , p a s s e n g e r v e h i c l e s , f i n a n c e , ma rke t i ng , a n d o ther c o r e f u n c t i o n s . Th i s 

o rgan i za t i ona l d e s i g n p r o m o t e s s p e c i a l i z a t i o n a n d e f f i c i e n c y t h r o u g h o u t the 

b u s i n e s s . 
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• Systems 

Tata M o t o r s in tegra tes a d v a n c e d t e c h n o l o g i e s a n d s y s t e m s to e n h a n c e the u s e r 

e x p e r i e n c e a n d v a l u e p r o p o s i t i o n . Th i s i n c l u d e s i nco rpo ra t i ng in fo ta inment , 

nav iga t i on , v e h i c l e d i a g n o s t i c s , a n d c o n n e c t i v i t y so lu t i ons into the i r v e h i c l e s . 

Ta ta M o t o r s p r io r i t i zes sa fe t y a n d t e c h n o l o g i c a l i nnova t i on t h r o u g h a c o m p r e h e n s i v e 

s y s t e m of tes t i ng a n d d e v e l o p m e n t fac i l i t i es . T h i s s t a t e - o f - t h e - a r t i n f ras t ruc tu re 
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e n c o m p a s s e s ful l v e h i c l e c r a s h t es t s , s l e d t es t s , a n d p e d e s t r i a n sa fe t y e v a l u a t i o n s , 

all s u p p o r t e d by a d v a n c e d dig i ta l s imu la t i ons . The i r c o m m i t m e n t e x t e n d s to e n g i n e 

n o i s e t es t i ng , e m i s s i o n labs , a n d v e h i c l e durab i l i ty va l i da t i on , e n s u r i n g c o m p l i a n c e 

w i th the m o s t s t r ingent g l oba l s a f e t y s t a n d a r d s . Th i s resu l t ed in Ta ta M o t o r s ' 5 out o f 

7 m o d e l s in the p a s s e n g e r v e h i c l e s e g m e n t hav i ng 5 -s ta r G N C A P ra t ings a n d the 

o ther t w o w i th 4 - s t a r G N C A P ra t ings . 

B e y o n d p h y s i c a l t es t i ng , Ta ta M o t o r s l e v e r a g e s c u t t i n g - e d g e h a r d w a r e a n d s o f t w a r e 

to f o s t e r a d ig i ta l p r o d u c t d e v e l o p m e n t e n v i r o n m e n t . The i r d e s i g n a n d d e v e l o p m e n t 

c e n t e r s f ea tu re rap id p ro to t yp ing s y s t e m s , a d v a n c e d tes t i ng l abs , a n d robus t i s s u e 

t r ack i ng m e c h a n i s m s , a l l ow ing fo r e f f i c ien t v i r tua l t es t i ng a n d p r o d u c t re f i nemen t . 

Ini t iat ives l ike the P r e m i u m L igh twe igh t A r c h i t e c t u r e e x e m p l i f y the i r c o m m i t m e n t to 

e m i s s i o n s r e d u c t i o n . F u r t h e r m o r e , c o l l a b o r a t i o n s w i th s u b s i d i a r i e s l ike T M E T C a n d 

a c q u i s i t i o n s l ike Tri l ix Sr i bo l s te r thei r e n g i n e e r i n g capab i l i t i es a n d d r i ve c o n t i n u o u s 

i nnova t i on . Th i s u n w a v e r i n g c o m m i t m e n t to regu la to ry c o m p l i a n c e a n d t e c h n o l o g i c a l 

a d v a n c e m e n t has p o s i t i o n e d Ta ta M o t o r s a s an indus t ry l eade r in a u t o m o t i v e s a f e t y 

a n d e c o - f r i e n d l y so lu t i ons . 

• Staff 

Tata M o t o r s is a s ign i f i can t e m p l o y e r in India, w i th o v e r 5 6 , 7 2 7 e m p l o y e e s . T o s u p p o r t 

its w o r k f o r c e , the c o m p a n y o f f e r s a t t rac t i ve bene f i t s s u c h a s f l ex ib le w o r k i n g 

a r r a n g e m e n t s , m e d i c a l c o v e r a g e , a n d v a r i o u s c a r e e r g r o w t h oppor tun i t i es . 

Ta ta M o t o r s u n d e r s t a n d s that its e m p l o y e e s a re its g rea tes t a s s e t . T h e c o m p a n y 

pr io r i t i zes f o s t e r i n g a s a f e a n d i n c l u s i v e w o r k e n v i r o n m e n t w h e r e a d i v e r s e w o r k f o r c e 

f e e l s v a l u e d a n d e m p o w e r e d . By c rea t i ng a cu l tu re of r e s p e c t a n d inc lus iv i t y , Ta ta 

M o t o r s e n c o u r a g e s e m p l o y e e s to r e a c h the i r fu l l po ten t ia l , d r i v ing i nnova t i on a n d 

con t r i bu t i ng to the c o m p a n y ' s overa l l s u c c e s s . Th i s p e o p l e - c e n t r i c a p p r o a c h re f l ec ts 

a c o m m i t m e n t to e m p l o y e e w e l l - b e i n g a n d a r ecogn i t i on that a h a p p y , mo t i va ted 

w o r k f o r c e is e s s e n t i a l fo r l o n g - t e r m g r o w t h a n d sus ta inab i l i t y . 

In the F inanc ia l y e a r 2 0 2 3 , Ta ta M o t o r s p r o v i d e d t ra in ing o n h u m a n r ights i s s u e s a n d 

po l i c i es to 2 8 8 4 0 of its e m p l o y e e s , a n d Ta ta a l so e m p l o y s 156 d i f fe ren t iab le 

e m p l o y e e s . 
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• Skills 

Tata M o t o r s p l a c e s a s t r o n g e m p h a s i s on d e v e l o p i n g a sk i l l ed a n d a d a p t a b l e 

w o r k f o r c e . T h e c o m p a n y f o c u s e s o n its annua l O rgan i za t i ona l a n d Ta len t R e v i e w 

p r o c e s s a n d robus t s u c c e s s i o n p lann ing to e n s u r e a hea l thy p ipe l i ne of fu tu re 

l e a d e r s . T h i s p r o a c t i v e a p p r o a c h e n s u r e s the iden t i f i ca t ion a n d d e v e l o p m e n t of 

potent ia l c a n d i d a t e s a c r o s s v a r i o u s l eve l s of the o r g a n i z a t i o n . Ta ta M o t o r s has 

e s t a b l i s h e d a c o m p r e h e n s i v e l e a d e r s h i p d e v e l o p m e n t p r o g r a m , pa r tne r ing w i th top 

g loba l b u s i n e s s s c h o o l s a n d e s t e e m e d k n o w l e d g e c e n t e r s l ike the Ta ta M a n a g e m e n t 

T ra in ing C e n t e r ( T M T C ) . T h e s e p r o g r a m s i n c l u d e in i t ia t ives l ike L e a d e r s h i p Tra i l s fo r 

sen io r m a n a g e m e n t a n d Inner C i r c l e , w h i c h ta rget m i d - l e v e l a n d jun ior ta lent . 

R e c o g n i z i n g the n e e d fo r e m p l o y e e s to g r o w a n d d i ve rs i f y the i r sk i l l s , Ta ta M o t o r s 

e n c o u r a g e s in ternal mobi l i t y t h r o u g h in i t ia t ives l ike job ro ta t ions a n d the " C a r e e r 

E x p l o r e " in ternal job p o s t i n g por ta l . T h e c o m p a n y h a s d e v e l o p e d the "Fu tu re of 

W o r k p l a c e " s t ra tegy to a d d r e s s t e c h n o l o g i c a l a d v a n c e m e n t s a n d the e v o l v i n g marke t 

l a n d s c a p e . T h i s f o c u s e s o n e q u i p p i n g e m p l o y e e s w i th cr i t i ca l sk i l l s in H igh V o l t a g e 

(E lec t r ic V e h i c l e s ) , M e c h a t r o n i c s ( Industry 4 .0 ) , A u t o E l e c t r o n i c s , a n d V e h i c l e 

C o m m u n i c a t i o n , e n s u r i n g Ta ta M o t o r s r e m a i n s at the fo re f ron t of i nnova t i on . 

• Style 

Tata M o t o r s h a s cu l t i va ted a w o r k p l a c e cu l tu re that p r io r i t i zes i nnova t i on , 

p r o f e s s i o n a l d e v e l o p m e n t , a n d a c o m m i t m e n t to inc lus iv i t y . T h e c o m p a n y r e c o g n i z e s 

the i m p o r t a n c e of e m p l o y e e g r o w t h , o f f e r i ng t ra in ing p r o g r a m s a n d oppo r tun i t i es f o r 

c a r e e r a d v a n c e m e n t . Ta ta M o t o r s u n d e r s t a n d s that a hea l thy w o r k - l i f e b a l a n c e is 

essen t i a l fo r e m p l o y e e sa t i s f ac t i on a n d w e l l - b e i n g . T h e c o m p a n y c h a m p i o n s 

d ive rs i t y a n d ac t i ve l y rec ru i t s w o m e n , f o s t e r i n g an e n v i r o n m e n t w h e r e w o m e n ho ld 

l e a d e r s h i p pos i t i ons a n d th r ive p r o f e s s i o n a l l y . O p e n c o m m u n i c a t i o n a n d a w a r e n e s s 

in i t ia t ives a re cr i t i ca l p i l lars of Ta ta M o t o r s ' w o r k p l a c e cu l tu re , wh i le " e a r n i n g a n d 

l ea rn i ng " p r o g r a m s u n d e r s c o r e d e d i c a t i o n to c o n t i n u o u s d e v e l o p m e n t a n d ski l l 

e n h a n c e m e n t fo r all e m p l o y e e s . 
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• Shared Values 

Tata M o t o r s e m b o d i e s the Ta ta g r o u p ' s c o m m i t m e n t to s o c i a l d e v e l o p m e n t a n d 

s h a r e d p rospe r i t y . C o r p o r a t e S o c i a l Respons ib i l i t y (CSR) is a c o r n e r s t o n e of the 

c o m p a n y , wi th p o l i c i e s , s t ra teg ies , a n d p r o g r a m s ca re fu l l y a l i g n e d wi th nat iona l 

pr ior i t ies a n d the U N S u s t a i n a b l e D e v e l o p m e n t G o a l s . Ta ta M o t o r s a d o p t s a H u m a n 

L i fe C y c l e A p p r o a c h , e n s u r i n g that its C S R in i t ia t ives a d d r e s s the n e e d s of i nd iv idua ls 

a c r o s s the i r ent i re l i f e s p a n . Th i s e n c o m p a s s e s p r o g r a m s f o c u s i n g o n hea l th , nutr i t ion, 

e d u c a t i o n , emp loyab i l i t y , s u s t a i n a b l e l i ve l i hoods , a n d a d d r e s s i n g the n e e d s of the 

e lder ly . 

R e c o g n i z i n g the p o w e r of c o l l a b o r a t i o n , Ta ta M o t o r s w o r k s c l o s e l y wi th its b u s i n e s s 

pa r tne rs a n d a s s o c i a t e s . T h e s e p a r t n e r s h i p s s t r eng then emp loyab i l i t y p r o g r a m s 

t h r o u g h o n - t h e - j o b t ra in ing , m e n t o r s h i p , a n d ce r t i f i ca t i on . T h e c o m p a n y ' s be l ie f in 

" M o r e f r o m L e s s fo r M o r e " e m p h a s i z e s p a r t n e r s h i p s a n d the e f f i c ien t u s e of 

r e s o u r c e s to m a x i m i z e s o c i a l i m p a c t . T o m e a s u r e the e f f e c t i v e n e s s of its C S R 

p r o g r a m s , Ta ta M o t o r s e m p l o y s a th i rd -pa r t y a s s e s s m e n t that d e t e r m i n e s the S o c i a l 

Re tu rn on Inves tment (SROI). F u r t h e r m o r e , t e c h n o l o g y s e r v e s a s a too l to e n h a n c e 

p r o g r a m e f f i c i e n c y o v e r s i g h t a n d s c a l e s u c c e s s f u l in i t ia t ives. 

8.5 IFE Matric 

T o a s s e s s the k e y s t r eng ths a n d w e a k n e s s e s wi th in Ta ta M o t o r s , w e u s e the Internal 

F a c t o r Eva lua t ion (IFE) Mat r i x . T o b e g i n , w e iden t i f ied f i ve s ign i f i can t s t r eng ths a n d 

f i ve k e y w e a k n e s s e s d e r i v e d f r o m our S W O T a n a l y s i s . E a c h of t h e s e f a c t o r s w a s 

a s s i g n e d a we igh t b e t w e e n 0 .00 a n d 1.00, re f l ec t i ng its re la t ive i m p o r t a n c e to the 

c o m p a n y . T h e s u m of all w e i g h t s mus t e q u a l 1.00. 

Nex t , w e e v a l u a t e d e a c h f a c t o r us ing a 4 - p o i n t rat ing s c a l e : 

• 4 po in ts : Ma jo r s t reng th 

• po in ts : M i n o r s t reng th 

• po in ts : M i n o r w e a k n e s s 

• 1 point : Ma jo r w e a k n e s s 
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T o c a l c u l a t e the w e i g h t e d s c o r e fo r e a c h fac to r , w e t ook its we igh t a n d mul t ip l ied it 

by its ra t ing . T h e s e w e i g h t e d s c o r e s r e p r e s e n t the ove ra l l IFE ra t ing, p r o v i d i n g a 

c o m p r e h e n s i v e eva lua t i on of Ta ta M o t o r s ' in ternal pos i t i on . 

Table 7 IFE Matrix 
s / w F a c t o r W e i g h t Rat ing W e i g h t e d s c o r e 

S1 B r a n d N a m e 0.12 4 0 . 4 8 

S 2 F inanc ia l T u r n a r o u n d 0.10 3 0 .3 

S 3 C V a n d D o m e s t i c M a r k e t 0 . 0 6 3 0.18 

S 4 E V marke t l eade r 0.12 4 0 . 4 8 

S 5 L a r g e c u s t o m e r b a s e 0 . 0 9 4 0 .36 

W1 D e p e n d e n c e o n the J L R 0.13 1 0.13 

W 2 Qual i ty a n d s e r v i c e i s s u e s 0.12 1 0.12 

W 3 Regu la to r y i s s u e s 0 . 0 5 2 0.1 

W 4 D o m e s t i c M a r k e t D e p e n d e n c y 0 . 0 9 2 0.18 

W 5 C u s t o m e r Loya l t y 0.12 1 0.12 

To ta l W e i g h t e d S c o r e 1.00 2 . 4 5 

Source: Own processing 

T h e c o m p a n y ' s ove ra l l w e i g h t e d a v e r a g e is 2 . 4 5 ; the s c o r e is s l igh t ly b e l o w the 

m idpo in t of 2 .5 on the IFE s c a l e . Th i s i nd i ca tes that the c o m p a n y ' s in ternal s t reng ths 

a n d w e a k n e s s e s a re s o m e w h a t b a l a n c e d , but w e a k n e s s e s m a y s l ight ly o u t w e i g h 

s t reng ths . 
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9. Analysis of External Environment 

9.1 PEST Analysis 

Political Landscape 

T h e po l i t i ca l l a n d s c a p e p l ays a c r u c i a l ro le in s h a p i n g Ta ta M o t o r s ' o p e r a t i o n s and 

s t ra teg ic c h o i c e s . K e y po l i t ica l f a c t o r s i n f l uenc ing the c o m p a n y i nc l ude : 

Taxation Policies: R e c e n t c h a n g e s in Ind ia 's c o r p o r a t e i n c o m e tax (CIT) r e g i m e h a v e 

bene f i t ed Ta ta M o t o r s . T h e r e d u c t i o n in CIT ra tes f r o m 3 0 % to 2 5 % fo r ex i s t i ng 

c o m p a n i e s a n d 1 5 % fo r n e w m a n u f a c t u r i n g v e n t u r e s has pos i t i ve l y i m p a c t e d the 

c o m p a n y ' s bo t t om l ine. Fa l l ing u n d e r the 2 5 % b r a c k e t f o r the f i nanc ia l y e a r 2 0 2 2 / 2 3 , 

Ta ta M o t o r s e n j o y e d a r e d u c e d tax b u r d e n , b o o s t i n g its pro f i ts a n d ava i l ab le c a s h 

f l ow . 

T h e c o r p o r a t e i n c o m e tax (CIT) rate a p p l i c a b l e t o a n Ind ian c o m p a n y a n d a f o re i gn c o m p a n y fo r t he t ax y e a r 
2 0 2 2 / 2 3 is a s f o l l o w s : 

CIT rate (%} 

Income* Turnover does not exceed 
INR 4 billion in FY 2020/21 

For other domestic 
companies 

Foreign companies having 
PE in India 

Basic Effective*" Basic Effect ive™ Basic Effective 

Less than 10 million Indian 
rupees (INR) 25 26.00 30 31 20 43 41 60 

More than INR 10 million but 
less than INR 100 million 25 27.82 30 33 38 40 42.43 

More than INR 100 million 25 29.12 30 34.9^ 40 43.68 

* S u r c h a r g e o f 1 0 % is p a y a b l e o n l y w h e r e to ta l t a x a b l e i n c o m e e x c e e d s INR 10 mi l l i on . 

** E f f ec t i ve t a x ra tes i n c l u d e s u r c h a r g e a n d hea l th a n d e d u c a t i o n c e s s o f 4 % . 

Figure 15 Corporate Income Tax rates from FY2023 
Source: https://taxsummaries.pwc.com/india/corporate/taxes-on-corporate-income 

Goods and Serv ices Tax (GST): T h e s t r e a m l i n e d s y s t e m resu l t ing f r o m G S T 

imp lemen ta t i on s imp l i f i ed Ta ta M o t o r s ' tax p r o c e s s e s , r e d u c e d c o m p l i a n c e c o s t s , 

a n d m i n i m i z e d c a s c a d i n g tax e f f e c t s . H o w e v e r , the cu r ren t G S T rate of 2 8 % fo r 

p a s s e n g e r v e h i c l e s in India p r e s e n t s a c h a l l e n g e fo r Ta ta M o t o r s ' p r i c ing s t ra tegy . 
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Th is h igh tax rate c a n inf late the f ina l p r i c e po in t f o r c o n s u m e r s , potent ia l ly i m p a c t i n g 

the c o m p a n y ' s c o m p e t i t i v e n e s s in the marke t . 

Schedules S. No. 
Chapter/ Heading/ 
Sub-heading / Tariff Description of Goods CGST Rate [%) SGST / UTGST Rate (%] IGST Rate (%) Compensation Cess 

IV 165 8703 Motor cars and ct.ier motor vehicles or ncioaJy des g"ieo "'or the 
transport of persons (other than those of heading 8702), including 
station wagons and racing cars [other than Cars for physically 
banoicaoped persons] 

14% 14% 28% 

Coir sensation Cess 50 8702, 8703 21 or 
8703 22 

Petrol, Liquefied petroleum gases (LPG) or compressed natural 
gas (CKGj driven motor vehicles of e"ig:ne :a oacty r ot exceeding 
1200cc and of length not exceeding 4000 mm. Explanation - For the 
purposes of this entry, the specification of the motor vehicle 
shall be determined as per the Motor Vehicles Act, 1988 (59 of 
1988) and the rules made there under. 

1% 

Figure 16 GST Rate for Motor Vehicles 
Source: cbic-gst.gov.in 

Government Policies and Regulations: Ta ta M o t o r s mus t nav i ga te a c o m p l e x 

ne two rk of g o v e r n m e n t po l i c i es on i s s u e s l ike labour , e n v i r o n m e n t a l p ro tec t i on , 

in te l lec tua l p roper t y , sa fe t y , a n d t rade . T h e c o m p a n y d e m o n s t r a t e s its c o m m i t m e n t 

to c o m p l i a n c e t h r o u g h its sus ta inab i l i t y r e v i e w s e c t i o n in the A n n u a l repor t . T h e s e 

d o c u m e n t s h igh l ight i n v e s t m e n t s in e m i s s i o n con t ro l t e c h n o l o g i e s a n d d e m o n s t r a t e 

r e s p o n s i b l e v e h i c l e d i s p o s a l p r a c t i c e s . Stabi l i ty in the regu la to ry e n v i r o n m e n t is vi tal 

fo r Ta ta M o t o r s ' l o n g - t e r m p lann ing . 

Our sustainability pillars for planet resilience 

Driving 
Net Zero 

Pioneering circular 
economies 

Preserving nature 
and biodiversity 

Products d 
•» PV by 2040, 

Operations driven 
•* Sourcing 100% renewable 

electricity by 2030 

Following science-based 
approach For emissions reduction 

Operation 

•» Water Neural by 2030 and Water 
Positive by 2040 

Product circularity 

•» Aligning to Global 
Framework 

•* Aligning to science to map and set 
targets across our value chain 

-» Taking up flagship projects for 
Nature-based-Solutions 

Figure 17 Tata Motors sustainability pillars 
Source: Tata motors 78 t h annual report 
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INCREASED RECYCLED CONTENT RECYCLED MATERIAL IOHARDS HATER POSITIVITY 

IN PRODUCTS S PACKAGING RESOURCES ZERO VASTE TO LANDFILL 

( R E W I R E 

EXTEND LIFE THROUGH 

MAINTENANCE, REPAIR, 

RE-USE, RE-PURPOSE, 

RE-NANUFACTURE, ETC. 

p r o l i f e 
rebuilt la kist 

Pioneering circular economy 
A holistic journey 

Keep Material in increasing value Loops 
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Figure 18 Circular Economy of Tata Motors 
Source: Tata Motors 78 t h annual report 

International Trade Relations: T r a d e re la t ions b e t w e e n c o u n t r i e s d i rec t l y a f f ec t Ta ta 

M o t o r s ' g l oba l o p e r a t i o n s . Tar i f f s o n bo th impor t s a n d e x p o r t s c a n s ign i f i can t l y al ter 

p r o d u c t i o n c o s t s a n d i m p a c t t he c o m p a n y ' s c o m p e t i t i v e n e s s in f o r e i g n m a r k e t s . 

F u r t h e r m o r e , s t ra i ned in ternat iona l re la t ions c o u l d ra ise i nves to r c o n c e r n s abou t 

reg iona l s tabi l i ty , e s p e c i a l l y b e t w e e n India a n d its n e i g h b o u r i n g c o u n t r i e s . A n y 

s ign i f i can t po l i t i ca l or e c o n o m i c d i s rup t i ons , i nc l ud ing e v e n t s l ike the C O V I D - 1 9 

p a n d e m i c or the o n g o i n g con f l i c t b e t w e e n R u s s i a a n d U k r a i n e , c o u l d a d v e r s e l y a f fec t 

Ta ta M o t o r s ' b u s i n e s s a n d ove ra l l f i nanc ia l p e r f o r m a n c e . 

Economic Factors 

Ind ia 's e c o n o m i c l a n d s c a p e d i rec t l y a f f e c t s Ta ta M o t o r s ' p e r f o r m a n c e . 

GDP Growth Rate: A robus t G D P g r o w t h rate of 7 % in F Y 2 3 s i g n a l s a th r iv ing Indian 

e c o n o m y . T h i s e x p a n s i o n gene ra l l y l e a d s to i n c r e a s e d c o n s u m e r s p e n d i n g a n d 

b u s i n e s s i nves tmen t , pos i t i ve l y i m p a c t i n g a u t o m o b i l e d e m a n d a n d bene f i t t i ng Ta ta 

M o t o r s . 

Per Capita Net National Income: T h e g r o w t h in th is met r i c f r o m F Y 2 0 2 2 to F Y 2 0 2 3 

s u g g e s t s r is ing i n c o m e l eve l s a n d g rea te r p u r c h a s i n g p o w e r wi th in India 's popu la t i on . 

Th i s c o u l d i n c r e a s e d e m a n d fo r Ta ta M o t o r s ' v e h i c l e s , par t i cu la r ly p a s s e n g e r c a r s . 
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Exchange Rates and Interest Rates: T h e cu r ren t e x c h a n g e ra tes (83.5214 I N R / U S D 

a n d 8 8 . 8 8 7 4 I N R / E U R ) m a k e Ta ta M o t o r s ' e x p o r t s m o r e c o m p e t i t i v e in f o r e i g n 

m a r k e t s . Add i t i ona l l y , re la t ive ly l ow b a s e in terest ra tes (9 .10% to 10 .25%) s t imu la te 

c o n s u m e r b o r r o w i n g , m a k i n g v e h i c l e f i n a n c i n g m o r e a c c e s s i b l e a n d potent ia l ly 

b o o s t i n g Ta ta M o t o r s ' s a l e s . 

Inflation and Consumer Price Index (CPI): India 's m o d e r a t e inf lat ion rate (5 .46%) 

a n d s tab le CPI (186.3) p r o m o t e c o n s u m e r c o n f i d e n c e a n d main ta in p u r c h a s i n g 

p o w e r , s u p p o r t i n g s t e a d y d e m a n d fo r Ta ta M o t o r s ' p r o d u c t s . 

Unemployment Rates: India 's re la t ive ly s tab le u n e m p l o y m e n t ra tes of 7 . 3 3 % in 

F Y 2 0 2 2 a n d 7 . 3 4 % in F Y 2 0 2 3 p r e s e n t bo th oppo r tun i t i es a n d c h a l l e n g e s fo r Ta ta 

M o t o r s . W h i l e a la rge w o r k f o r c e ex i s t s , e c o n o m i c c o n d i t i o n s m a y limit t he p u r c h a s i n g 

p o w e r of a s ign i f i can t por t ion of the p o p u l a t i o n . H o w e v e r , a n y fu tu re i m p r o v e m e n t s 

in the l abou r marke t c o u l d t rans la te into h igher d i s p o s a b l e i n c o m e s a n d potent ia l ly 

b o o s t Ta ta M o t o r s ' s a l e s , e s p e c i a l l y fo r e n t r y - l e v e l or a f f o r d a b l e v e h i c l e s . T h e h igh 

g r a d u a t e u n e m p l o y m e n t rate (14.9%) r e m a i n s a c o n c e r n , h igh l igh t ing potent ia l sk i l l s 

g a p s that Ta ta M o t o r s might a d d r e s s t h r o u g h t ra in ing or rec ru i tmen t in i t ia t ives. 

Wages and Consumer Spending: R is ing m i n i m u m a n d a v e r a g e da i ly w a g e s , 

par t i cu la r ly in u rban a r e a s , s u g g e s t i n c r e a s e d d i s p o s a b l e i n c o m e , w h i c h m a y 

t rans la te to m o r e potent ia l Ta ta M o t o r s c u s t o m e r s . Fur ther , subs tan t ia l c o n s u m e r 

s p e n d i n g ( 2 5 , 6 0 2 . 0 3 bi l l ion INR in F Y 2 3 ) ( 2 8 6 . 9 8 6 1 bi l l ion € ) h igh l igh ts a robus t 

d o m e s t i c marke t f a v o u r a b l e f o r a u t o m o b i l e c o m p a n i e s l ike Ta ta M o t o r s . 

Passenger Vehicle Sales: T h e i m p r e s s i v e s a l e s v o l u m e of p a s s e n g e r v e h i c l e s in 

India (3 .62 mi l l ion uni ts in F Y 2 3 ) e m p h a s i z e s the m a r k e t ' s s c a l e a n d po ten t ia l . Ta ta 

M o t o r s ' s u c c e s s in th is s e g m e n t h i n g e s u p o n its abi l i ty to nav iga te c o m p e t i t i v e 

p r e s s u r e s a n d ca te r to e v o l v i n g c o n s u m e r p r e f e r e n c e s . 
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Table 2 Economic Indica tors 
E c o n o m i c 

Ind ica tors 

G D P 

g r o w t h 

rate 

F Y 2 0 2 3 

E x c h a n g e 

Rate 

( 2 0 / 0 4 / 2 0 2 4 ) 

Inf lat ion 

Rate 

F Y 2 0 2 3 

U n e m p l o y m e n t 

Rate F Y 2 0 2 2 

a n d F Y 2 0 2 3 

M i n i m u m 

W a g e 

F Y 2 0 2 3 

INDIA 7 % INR / 1 U S D : 

83 .5214 

INR / 1 E U R : 

8 8 . 8 8 7 4 

5 . 4 6 % F Y 2 0 2 2 : 4.1 

F Y 2 0 2 3 : 3 .4 

178 INR 

Source: Own processing using information from worldbank.com and rbi.com 

Social Factors 

Ind ia 's d i v e r s e s o c i a l l a n d s c a p e p r e s e n t s a mix of oppo r tun i t i es a n d c h a l l e n g e s fo r 

Ta ta M o t o r s . K e y s o c i a l f a c t o r s to c o n s i d e r i nc l ude : 

Income Distribution: A GINI c o e f f i c i e n t of 0 .35 s u g g e s t s m o d e r a t e i n c o m e inequa l i t y 

w i th in the coun t r y . W h i l e th is inequa l i t y is a c o n c e r n , it a l so m e a n s a g r o w i n g m idd le 

c l a s s wi th i n c r e a s i n g p u r c h a s i n g p o w e r , potent ia l ly fue l l i ng d e m a n d fo r Ta ta M o t o r s ' 

p r o d u c t s . 

Car Ownership and Market Potential: W h i l e c a r o w n e r s h i p in India r e m a i n s re la t ive ly 

low, wi th a p p r o x i m a t e l y 4 3 , 6 5 0 , 0 0 0 c a r o w n e r s in F Y 2 0 2 0 , th is n u m b e r h igh l igh ts a 

m a s s i v e u n t a p p e d marke t w i th s ign i f i can t g r o w t h potent ia l fo r Ta ta M o t o r s . 

Standard of Living: Ind ia 's s i gn i f i can t popu la t i on in e x t r e m e p o v e r t y (app rox ima te l y 

4 0 mi l l ion in F Y 2 0 2 3 ) p o s e s a s o c i o e c o n o m i c c h a l l e n g e . H o w e v e r , the pe r cap i t a 

i n c o m e of ? 1 6 9 , 4 9 6 INR(1 ,899 .46€) c l ea r l y i nd i ca tes a v e r a g e p u r c h a s i n g p o w e r . Ta ta 

M o t o r s m a y n e e d to o f fe r b u d g e t - f r i e n d l y p r o d u c t l ines a i m e d at the v a l u e - c o n s c i o u s 

s e g m e n t of the marke t . 
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Quality of Life: A m o d e r a t e Qual i ty of L i fe Index (116.1) po in ts to the n e e d fo r 

i m p r o v e m e n t in s e v e r a l a r e a s that i m p a c t w e l l - b e i n g . Ta ta M o t o r s c o u l d e m p h a s i z e 

fue l e f f i c i e n c y a n d sa fe t y s t a n d a r d s in its p r o d u c t o f f e r i ngs a n d m a r k e t i n g , a s t h e s e 

a l ign w i th c o n s u m e r s ' qua l i t y -o f - l i f e c o n c e r n s . 

Consumer Spending Patterns: R e c e n t s u r v e y s f r o m P w C India s h o w that m a n y 

Indian c o n s u m e r s a re b e c o m i n g m o r e c a u t i o u s abou t s p e n d i n g . A la rge p e r c e n t a g e 

(63%) p lan to r e d u c e s p e n d i n g on t h i ngs t h e y d o not c o n s i d e r e s s e n t i a l . T h i s is l ike ly 

b e c a u s e m a n y (74%) a re w o r r i e d abou t the i r f i n a n c e s . Ta ta M o t o r s mus t f o c u s on 

o f fe r i ng e x c e l l e n t v a l u e fo r m o n e y a n d c o n s i d e r f i n a n c i n g op t i ons to he lp b u y e r s 

m a n a g e c o s t s . Add i t i ona l l y , w i th near l y half o f c o n s u m e r s (47%) p re fe r r i ng reta i lers 

w i th e a s y a n d a f f o r d a b l e de l i ve ry o p t i o n s , Ta ta M o t o r s s h o u l d m a k e s u r e the i r s a l e s 

c h a n n e l s , bo th on l ine a n d in d e a l e r s h i p s , o f fe r c o n v e n i e n t a n d c o s t - e f f e c t i v e w a y s to 

buy a n d r e c e i v e v e h i c l e s . 

Urbanization: Ind ia 's 3 5 % u rban i za t i on rate i nd i ca tes a g r o w i n g c o n c e n t r a t i o n of 

c u s t o m e r s in u rban a r e a s wi th potent ia l ly h igher i n c o m e s a n d i n c r e a s e d d e m a n d fo r 

v e h i c l e s . T h i s might i n f l u e n c e Ta ta M o t o r s ' p r o d u c t mix a n d d e a l e r s h i p l oca t i ons . 

Education: India 's l i te racy rate of 7 7 . 7 % is e n c o u r a g i n g but h igh l igh ts the n e e d fo r 

c o n t i n u e d e d u c a t i o n a l p r o g r e s s . G o v e r n m e n t s p e n d i n g on e d u c a t i o n is subs tan t i a l , 

potent ia l ly l ead ing to a m o r e sk i l l ed w o r k f o r c e a n d i n c r e a s i n g d e m a n d fo r h i g h e r - e n d 

v e h i c l e s wi th a d v a n c e d f e a t u r e s . 

Human Development Index (HDI): Ind ia 's HDI s c o r e of 0 .66 i nd i ca tes a m e d i u m leve l 

of h u m a n d e v e l o p m e n t w i th r o o m fo r i m p r o v e m e n t . A s l iv ing s t a n d a r d s r i se d u e to 

e c o n o m i c a n d s o c i a l p r o g r e s s , d e m a n d fo r Ta ta M o t o r s ' v e h i c l e s a c r o s s s e g m e n t s 

c o u l d i n c r e a s e . 

Technological Factors: 

T h e a u t o m o t i v e indus t ry is in a s ta te of rap id t e c h n o l o g i c a l t r a n s f o r m a t i o n , a n d Ta ta 

M o t o r s is ac t i ve l y nav iga t i ng t h e s e sh i f t s . H e r e ' s a b r e a k d o w n of k e y a r e a s : 

Alternative Drives and Fuels: Ind ia 's e lec t r i c v e h i c l e (EV) marke t is rap id ly 

e x p a n d i n g . W h i l e E V s r e p r e s e n t on ly 4 . 3 % of overa l l p a s s e n g e r v e h i c l e s a l e s , Ta ta 
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M o t o r s d o m i n a t e s th is e m e r g i n g s e c t o r wi th a 7 2 % marke t s h a r e in F Y 2 3 . The i r t o p -

se l l i ng m o d e l s , T i a g o E V ( 3 4 , 8 5 3 uni ts) , N e x o n E V (21,072 uni ts) , a n d T igo r E V 

(10,765 uni ts) , a re d r i v ing E V a d o p t i o n . G o v e r n m e n t i n c e n t i v e s , i nc l ud ing p u r c h a s e 

i n c e n t i v e s , tax e x e m p t i o n s , a n d s c r a p p i n g i n c e n t i v e s , bo ls te r the t rans i t ion to e lec t r i c 

mobi l i ty . 

Source 
Website [tearn-bho.-c. 
i=,>Sl:jli=ta 

Figure 19 Electric PV sales in India 2023 by model 
Source: statista.com 

Car Safety Features: Ta ta M o t o r s u n d e r s t a n d s that sa fe t y is p a r a m o u n t f o r 

c o n s u m e r s . T h e y o f fe r t e c h n o l o g i c a l l y a d v a n c e d f e a t u r e s s u c h a s 3 6 0 ° S u r r o u n d 

V i e w C a m e r a S y s t e m s , B l ind S p o t V i e w M o n i t o r s , S O S Ca l l func t iona l i t y , 6 A i r b a g s , 

a n d stabi l i ty con t ro l s y s t e m s . T h e Ta ta T igo r E V ' s i m p r e s s i v e 4 - S t a r G N C A P sa fe t y 

rat ing pos i t i ons the c o m p a n y f a v o u r a b l y aga ins t g l oba l c o m p e t i t o r s l ike B M W , 

H y u n d a i , a n d K ia , w h o o f fe r s imi la r ly ra ted v e h i c l e s at m u c h h igher p r i ce po in ts . 

Cybersecuri ty: In an i n c r e a s i n g l y c o n n e c t e d w o r l d , a u t o m o t i v e c y b e r s e c u r i t y is 

e s s e n t i a l . Ta ta M o t o r s is p r o a c t i v e , u s i n g b l o c k c h a i n t e c h n o l o g y to p ro tec t v e h i c l e s 

a n d c u s t o m e r da ta . The i r f l a w l e s s r e c o r d o f z e r o s e c u r i t y b r e a c h e s in F Y 2 0 2 3 

u n d e r s c o r e s their c o m m i t m e n t to in fo rmat ion s e c u r i t y a n d c o n s u m e r p r i v a c y 

p ro tec t i on . 

IT Innovations and Connectivity: Ta ta M o t o r s r e c o g n i z e s the i m p o r t a n c e o f 

s e a m l e s s c o n n e c t i v i t y a n d d ig i ta l e x p e r i e n c e s . T h e y d e m o n s t r a t e a c o m m i t m e n t to 
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data p ro tec t i on wi th the i r ISO27001 ce r t i f i ca t i on , c o m p r e h e n s i v e in fo rmat ion s e c u r i t y 

po l i c i es , regu la r a w a r e n e s s c a m p a i g n s , a n d a d h e r e n c e to G D P R p r i n c i p l e s . Th i s 

bu i l ds c o n s u m e r t rust a s t e c h n o l o g y p l ays an e x p a n d i n g ro le in v e h i c l e s . 

Overview of PV Segment: W h i l e pe t ro l (65%) a n d d i e s e l (18%) v e h i c l e s stil l d o m i n a t e 

the Indian marke t in F Y 2 3 , the shi f t t o w a r d s c l e a n e r a l te rna t i ves is u n d e n i a b l e . 

H y b r i d s (13%) a n d E V s (4 .3%) a re ga in i ng t rac t i on . Ta ta M o t o r s is aga in l ead ing the 

c h a r g e , wi th E V s r e p r e s e n t i n g a s ign i f i can t por t ion of its overa l l s a l e s . Fur ther , 

c o n s u m e r s u r v e y s ind ica te s ign i f i can t in terest in E V s a n d h y b r i d s , va l i da t ing T a t a ' s 

f o r w a r d - t h i n k i n g a p p r o a c h . 

Share of cars sold in India from 2020 to 2023, by fuel type 
100% - - - -

2021 2022 

• D iese l * C N G • Electr ic/Hybr id 

Source 
Auto Punditz 
© Statists 3024 

Figure 20 Share of cars sold in India from 2020 to 2023 by Fuel Type 
Source: statista.com 

9.2 Porter's Five Force Framework 

P o r t e r ' s F i ve F o r c e s A n a l y s i s of Ta ta M o t o r s 

Ta ta M o t o r s , an e v e r - p r e s e n t n a m e in the Indian a u t o m o t i v e indus t ry , o p e r a t e s wi th in 

a d y n a m i c e n v i r o n m e n t i n f l u e n c e d by m a n y f a c t o r s , th is s e c t i o n w e t a k e a look at the 

P o r t e r ' s F i ve F o r c e s f r a m e w o r k . 
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Threat of New Entrants: Moderate 

T h e c a p i t a l - i n t e n s i v e na ture of a u t o m o b i l e m a n u f a c t u r i n g , requ i r ing i n v e s t m e n t s in 

p lan ts , t e c h n o l o g y , a n d r e s e a r c h a n d d e v e l o p m e n t , a c t s a s a s ign i f i can t bar r ie r . W i th 

its e s t a b l i s h e d p r o d u c t i o n fac i l i t ies a n d abi l i ty to p r o d u c e at s c a l e , Ta ta M o t o r s en joys 

a c o s t a d v a n t a g e that d i s c o u r a g e s n e w c o m p e t i t o r s . H o w e v e r , g o v e r n m e n t po l i c i es 

w e l c o m i n g f o r e i g n i nves tmen t a n d joint v e n t u r e s c o u l d l o w e r ent ry bar r ie rs . T h e 

d i s rup t i ve potent ia l o f e l ec t r i c v e h i c l e s is a k e y c o n c e r n . C h i n e s e m a n u f a c t u r e r s l ike 

B Y D a n d S A I C p o s e c r e d i b l e th rea ts wi th the i r l o w e r - c o s t E V o f f e r i ngs . 

Bargaining Power of Suppliers: Moderate to High 

T h e re l i ance o n c r u c i a l mater ia ls l ike s tee l a n d e l e c t r o n i c s g i v e s s u p p l i e r s 

c o n s i d e r a b l e i n f l u e n c e . Ta ta M o t o r s has t a k e n s t e p s to con t ro l c o s t s by o w n i n g a 

s t a k e in Ta ta S t e e l , but a h igh d e p e n d e n c e on ex te rna l s u p p l i e r s r e m a i n s . S t ra teg ies 

l ike hav i ng a var ie ty of s u p p l i e r s , bu i ld ing l o n g - t e r m pa r t ne r sh ips , a n d exp lo r i ng w a y s 

to p r o d u c e m o r e c o m p o n e n t s t h e m s e l v e s c o u l d r e d u c e supp l i e r p o w e r . 

Bargaining Power of Buyers: High 

T h e Indian au to marke t is h igh ly p r i c e - s e n s i t i v e , wi th c u s t o m e r s e x p e c t i n g e x c e l l e n t 

v a l u e fo r the i r m o n e y . B r a n d loya l ty a l so p l ays a ro le, a n d it is re la t ive ly e a s y fo r 

ex i s t i ng Ta ta M o t o r s c u s t o m e r s to s w i t c h to c o m p e t i t o r s o f fe r i ng s imi la r f e a t u r e s at 

c o m p a r a b l e p r i c e s . Ta ta M o t o r s mus t f o c u s on i nnova t i on , c o s t - e f f e c t i v e p r o d u c t i o n , 

a n d e x c e p t i o n a l a f t e r - s a l e s s u p p o r t to k e e p c u s t o m e r s h a p p y a n d loya l . 

Threat of Substitutes: Medium to High 

T h e e x p a n s i o n of me t ro n e t w o r k s a n d the d e v e l o p m e n t of pub l i c t ranspor t 

i n f ras t ruc tu re h a v e b e e n e n h a n c i n g t ranspo r ta t i on s e r v i c e s . Add i t i ona l l y , r i de -

sha r i ng s e r v i c e s l ike R a p i d o , O l a , a n d U b e r , w h i c h i n c l u d e t w o , t h ree , a n d f o u r -

w h e e l e r op t i ons , h a v e g a i n e d popu la r i t y . H o w e v e r , t h e s e a d v a n c e m e n t s a l so p o s e a 

s ign i f i can t c h a l l e n g e . Ta ta M o t o r s n e e d s to r e d e f i n e i tself . Rather than just a v e h i c l e 

manu fac tu re r , it mus t b e c o m e a c o m p a n y that h e l p s p e o p l e ge t a r o u n d m o s t 

c o n v e n i e n t l y . I nves tmen ts in c o n n e c t e d c a r t e c h n o l o g y , p a r t n e r s h i p s w i th r i de -

s h a r i n g p la t f o rms , a n d e x p l o r i n g a l te rna t ive o w n e r s h i p m o d e l s c o u l d c o u n t e r a c t the 
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threat of p e o p l e c h o o s i n g o the r t rave l m o d e s . In F Y 2 0 2 3 , Ta ta M o t o r s s i g n e d M o l l ' s 

w i th mul t ip le f lee t o p e r a t o r s f o r o v e r 4 5 0 0 0 E V s , no tab ly 2 5 0 0 0 E V s fo r U b e r India. 

Competit ive Rivalry: Intense 

Tata M o t o r s f a c e s re len t l ess c o m p e t i t i o n f r o m d o m e s t i c r iva ls l ike M a h i n d r a & 

M a h i n d r a a n d Maru t i S u z u k i , as we l l a s f r o m H y u n d a i , K i a , a n d o the rs g loba l l y . Th i s 

r ivalry d r i v e s d o w n p r i c e s a n d f o r c e s c o m p a n i e s to k e e p d e v e l o p i n g n e w i d e a s . Ta ta 

M o t o r s ' h is to r ic b r a n d repu ta t ion a n d f o c u s o n v a l u e - d r i v e n v e h i c l e s p r o v i d e an 

e d g e . H o w e v e r , the c o m p a n y mus t s t a n d out in d e s i g n , t e c h n o l o g y , a n d fue l 

e f f i c i e n c y fo r s u s t a i n e d s u c c e s s . 

9.3 Strategic Map 

Th is s t ra teg i c m a p (figure 21) p r o v i d e s an o v e r v i e w of Ta ta M o t o r s ' p r imary g o a l s . By 

h igh l igh t ing the i r f o c u s on ma in ta in ing f i nanc ia l s tabi l i ty , e n s u r i n g c u s t o m e r 

sa t i s f ac t i on , op t im i z i ng o p e r a t i o n s , a n d f o s t e r i n g c o n t i n u o u s l ea rn ing , w e ge t an 

ins igh t into h o w e a c h e l e m e n t c o n t r i b u t e s to the c o m p a n y ' s ove ra l l v i s i o n . 

Figure 21 Strategic Map of Tata Motors 
Source: Own processing using information from 78 t h annual report of Tata Motors. 
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9.5 EFE Matrix 

T o e v a l u a t e Ta ta M o t o r s ' key oppo r tun i t i es a n d th rea ts , w e u t i l i zed an Ex te rna l F a c t o r 

Eva lua t i on (EFE) Mat r i x . Fi rst , w e ident i f ied f i ve s ign i f i can t oppor tun i t i es a n d f i ve 

cr i t i ca l t h rea ts f r o m our S W O T a n a l y s i s . E a c h f a c t o r w a s a s s i g n e d a we igh t b e t w e e n 

0 . 0 0 a n d 1.00, re f l ec t i ng its re la t ive i m p o r t a n c e to the c o m p a n y . T h e s u m of all 

w e i g h t s mus t e q u a l 1.00. 

Nex t , w e e v a l u a t e d e a c h f a c t o r us ing a 4 - p o i n t rat ing s c a l e : 

• 4 po in ts : Ma jo r r e s p o n s e requ i red 

• po in ts : A b o v e - a v e r a g e r e s p o n s e requ i red 

• po in ts : A v e r a g e r e s p o n s e requ i red 

• 1 point : M i n o r r e s p o n s e requ i r ed . 

Table 3 EFE Matrix 

on F a c t o r W e i g h t Rat ing W e i g h t e d s c o r e 

01 S e i z e the E V B o o m 0 .09 4 0 .36 

0 0 2 E x p a n d i n g into the L u x u r y 
M a r k e t 

0.12 4 0 . 4 8 

0 3 S t ra teg i c p a r t n e r s h i p s a n d 
c o l l a b o r a t i o n s 

0 . 0 8 3 0 .24 

0 4 E x p a n s i o n of a f t e r - s a l e s 
s e r v i c e s 

0.14 4 0 .56 

0 5 Invest ing in C u s t o m e r 
Sa t i s f ac t i on in i t ia t ives 

0.10 3 0 .3 

T1 C o m p e t i t i o n G r o w s 0 . 0 8 1 0 . 0 8 

T 2 C y b e r s e c u r i t y Vu lne rab i l i t i es 0.10 2 0.2 

T 3 E c o n o m i c r e c e s s i o n s 0 .09 2 0.18 

81 



T 4 F luc tua t ion in r aw mater ia l 
p r i c e s 

0 . 0 8 1 0 . 0 8 

T 5 T e c h n o l o g i c a l d i s r u p t i o n s 0.12 2 0 .24 

To ta l W e i g h t e d S c o r e 1.00 2 .72 

Source: Own processing 

T o c a l c u l a t e the w e i g h t e d s c o r e fo r e a c h fac to r , w e mul t ip l ied its rat ing by its we igh t . 

T h e s e w e i g h t e d s c o r e s r e p r e s e n t the ove ra l l E F E ra t ing, p r o v i d i n g a c o m p r e h e n s i v e 

eva lua t i on of Ta ta M o t o r s ' ex te rna l pos i t i on . A rat ing of 4 i nd i ca tes an e x c e p t i o n a l 

r e s p o n s e to ex te rna l f a c t o r s , wh i l e a rat ing of 1 s u g g e s t s a w e a k r e s p o n s e . 

T h e c o m p a n y ' s ove ra l l w e i g h t e d a v e r a g e is 2 .72 , s l igh t ly a b o v e the m idpo in t . Th is 

i nd i ca tes that the c o m p a n y is r e s p o n d i n g to ex te rna l oppo r tun i t i es a n d th rea ts bet ter 

than a v e r a g e , t h o u g h the re is stil l r o o m fo r i m p r o v e m e n t . 
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10. Summary of Internal and External Environment 

10.1 SWOT Analysis 

Strengths: 

• F i nanc ia l T u r n a r o u n d : F Y 2 3 s a w a s ign i f i can t i m p r o v e m e n t in prof i t ma rg i ns 

(4.15%), a d rama t i c sh i f t f r o m the p r e v i o u s yea r . 

• P a s s e n g e r & E V P o w e r h o u s e : Ta ta M o t o r s d r a w s m o s t of its r e v e n u e f r o m 

p a s s e n g e r v e h i c l e s a n d rap id ly g r o w i n g e lec t r i c v e h i c l e o f f e r i n g s . Th is 

pos i t i ons t h e m we l l in a marke t w h e r e t h e s e s e g m e n t s s h o w s t r o n g g r o w t h 

potent ia l . 

• E V M a r k e t L e a d e r : W i th a 7 2 % marke t s h a r e in the Indian E V s p a c e , Ta ta 

M o t o r s has a s t r o n g f i r s t - m o v e r a d v a n t a g e . H o l d i n g on to th is l ead is c r u c i a l as 

the ove ra l l E V marke t b o o m s . 

Weaknesses: 

• D e p e n d e n c e o n the J L R : Th i s is a de f in i te vu lnerab i l i t y , a s the J L R h o l d s 6 4 . 4 % 

of the c o n s o l i d a t e d r e v e n u e of the P V s e g m e n t . 

• Qua l i ty a n d s e r v i c e i s s u e s : T h e qua l i ty of t he p r o d u c t s in s o m e par ts of India 

has b e e n a l a r m i n g . T h e a f t e r - s a l e s s e r v i c e is a mat ter of c o n c e r n as the 

cu r ren t c u s t o m e r b a s e p r e f e r s to a v o i d the a u t h o r i z e d s e r v i c e c e n t r e s d u e to 

the p o o r qua l i ty of s e r v i c e p r o v i d e d . 

• H igh d e p e n d e n c e o n the c o m m e r c i a l v e h i c l e s e g m e n t c o u l d e x p o s e t h e m to 

f l uc tua t i ons in that s p e c i f i c marke t . 

• Regu la to r y i s s u e s : Ta ta M o t o r s is p u s h i n g the regu la to ry b o d i e s not to r e d u c e 

t a x e s on f o r e i g n E V p l a y e r s en te r i ng India. 

• C u s t o m e r loya l ty : Th i s is a c o n c e r n i n g a rea fo r i m p r o v e m e n t , e s p e c i a l l y 

o u t s i d e the i r c o r e c o m m e r c i a l v e h i c l e m a r k e t s . 
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Opportunities: 

• K n o w Y o u r E n e m y : D e e p e r c o m p e t i t o r a n a l y s i s , e s p e c i a l l y c o m p a r i n g F Y 2 2 to 

F Y 2 3 , is n o w e v e n m o r e urgent . Identi fy w h o is ga in i ng the marke t s h a r e Ta ta 

is l os ing a n d d i s s e c t the i r s t ra teg ies . 

• E x p a n d i n g into the Luxu ry Ma rke t : T h e luxury c a r marke t in India is e x p e c t e d 

to e x p e r i e n c e a s t e a d y c o m p o u n d a n n u a l g r o w t h rate ( C A G R ) of 5 . 4 % f r o m 

2 0 2 3 to 2 0 3 0 . T h i s g r o w t h wil l resu l t in the marke t a c h i e v i n g a v a l u e of U S D 

1.7 b i l l ion(1.588 bi l l ion €) by 2 0 3 0 . Th i s p r e s e n t s a s ign i f i can t oppor tun i t y f o r 

Ta ta M o t o r s . The i r b rand recogn i t i on a n d e lec t r i c v e h i c l e e x p e r t i s e c a n be 

l e v e r a g e d to en te r th is g r o w i n g s e g m e n t . 

• C u s t o m e r is K i n g (or Q u e e n ) : Invest ing in c u s t o m e r sa t i s f ac t i on in i t ia t ives, l ike 

i m p l e m e n t i n g sa t i s f ac t i on s u r v e y s a n d loya l ty p r o g r a m s , b e c o m e s a top 

pr ior i ty to s t e m the d e c l i n e in marke t s h a r e . 

• S e i z e the E V B o o m : T h e Indian E V marke t g r e w by near ly 4 9 % in F Y 2 3 . Ta ta 

M o t o r s mus t a g g r e s s i v e l y p ro tec t its s h a r e a n d p u r s u e i nnova t i ons to c a p t u r e 

an e v e n m o r e s ign i f i can t por t ion of that g r o w t h . 

• S t ra teg i c p a r t n e r s h i p s a n d c o l l a b o r a t i o n s : A c c e l e r a t i n g g r o w t h a n d a c q u i r i n g 

n e w t e c h n o l o g i e s t h r o u g h p a r t n e r s h i p s a n d c o l l a b o r a t i o n s is a smar t a p p r o a c h 

to ga in i ng a c o m p e t i t i v e e d g e in the marke t . 

• E x p a n s i o n of a f t e r - s a l e s s e r v i c e s : Cr i t i ca l in bu i l d ing c u s t o m e r loyal ty , e v e n if 

the p r o d u c t is g o o d , a f t e r - s a l e s s e r v i c e p l ays a s ign i f i can t ro le in c u s t o m e r 

re tent ion a n d n e w c u s t o m e r a t t rac t ion . 

Threats: 

• C o m p e t i t i o n G r o w s F ie r ce r : N e w a n d ex i s t i ng p l a y e r s a re ac t i ve l y i n te res ted in 

s e g m e n t s w h e r e Ta ta o p e r a t e s . Th i s u n d e r s c o r e s the n e e d fo r c o n t i n u o u s 

i nnova t i on a n d d i f fe ren t ia t ion . 

• T h e E V D is rup to r : W h i l e Ta ta is cu r ren t l y the leader , a c o m p e t i t o r w i th s u p e r i o r 

E V t e c h n o l o g y , d e s i g n , or p r i c i ng c o u l d rap id ly d i s rup t the marke t . 

• H i d d e n Ine f f i c i enc ies : If qua l i ty i s s u e s , p r o d u c t i o n d e l a y s , or s u p p l y c h a i n 

p r o b l e m s ex is t , t h e y mus t b e a d d r e s s e d p roac t i ve l y . P l e a s e d o s o to a v o i d 

bo th c o s t i n c r e a s e s a n d a d a m a g e d repu ta t ion . 
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• C y b e r s e c u r i t y Vu lne rab i l i t i es : T h e g r o w i n g a d v a n c e m e n t of c y b e r - a t t a c k s 

t h rea tens Ta ta M o t o r s ' c o n n e c t e d E V s , c u s t o m e r da ta , a n d ove ra l l o p e r a t i o n s . 

A c y b e r s e c u r i t y b r e a c h c o u l d c o m p r o m i s e c u s t o m e r s a f e t y a n d s e v e r e l y 

d a m a g e the i r repu ta t ion . 

• E c o n o m i c r e c e s s i o n s : A threat to a n y a u t o m a k e r . 

• F luc tua t i on in r aw mater ia l p r i c e s : A f f e c t s prof i tabi l i ty a c r o s s the indus t ry . 

• T e c h n o l o g i c a l d i s r u p t i o n s : Th i s is a s ign i f i can t a rea w h e r e Ta ta c o u l d be 

o u t p a c e d by n e w c o m e r s l ike T e s l a , w h o h a v e m o r e d i s rup t i ve E V d e s i g n s a n d 

s e l f - d r i v i n g t e c h n o l o g y . 

Table 4 SWOT Analysis of Tata Motors 
S t r e n g t h s W e a k n e s s e s 

• F i nanc ia l T u r n a r o u n d 

• P a s s e n g e r & E V P o w e r h o u s e 

• E V M a r k e t L e a d e r 

• A d v a n c e t e c h n o l o g y a d o p t i o n 

• L a r g e c u s t o m e r b a s e 

• D e p e n d e n c e on the J L R , C V , a n d 

D o m e s t i c M a r k e t 

• Qua l i ty a n d s e r v i c e i s s u e s 

• Regu la to r y i s s u e s 

• C u s t o m e r loya l ty 

Oppo r tun i t i es T h r e a t s 

• S e i z e the E V B o o m • C o m p e t i t i o n G r o w s 

• S t ra teg i c p a r t n e r s h i p s a n d • E V D is rup to r 

c o l l a b o r a t i o n s • E c o n o m i c r e c e s s i o n s 

• Expansion of after-sales • F luc tua t i on in r aw mater ia l p r i c e s 

services • T e c h n o l o g i c a l d i s rup t i ons 

• Investing in Customer • C y b e r s e c u r i t y Vu lne rab i l i t i es 

Satisfaction initiatives 

• Expanding into the Luxury 

Market 

Source: Own Processing 
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10.2 SPACE Analysis 

In th is a n a l y s i s , w e wil l u s e the S t ra teg i c Pos i t i on a n d A c t i o n Eva lua t ion ( S P A C E ) 

Mat r i x to ga in a c o m p r e h e n s i v e u n d e r s t a n d i n g of Ta ta M o t o r s ' s t ra teg i c pos i t i on in 

its marke t . T h e f r a m e w o r k of the S P A C E Mat r i x h e l p s a s s e s s Ta ta M o t o r s ' in ternal 

s t reng ths a n d w e a k n e s s e s a s we l l a s ex te rna l oppor tun i t i es a n d th rea ts . W e wil l 

a s s i g n a n u m e r i c s c o r e to e a c h f a c t o r to re f lec t Ta ta M o t o r s ' abi l i ty to a d d r e s s t h e s e 

e l e m e n t s e f f ec t i ve l y . T h e s e w e i g h t e d s c o r e s wi l l t hen b e u s e d to p lot the c o m p a n y ' s 

pos i t i on w i th in the S P A C E Mat r i x . T h e resul t wi l l o f fe r v a l u a b l e ins igh ts to in fo rm 

s t ra teg ic d e c i s i o n - m a k i n g . 

Table 5 Space matrix for Tata Motors 
F inanc ia l S t reng th 

(FS) 

Rat ing E n v i r o n m e n t a l 

Stabi l i ty (ES) 

Rat ing 

Return o n 

Inves tment 

5 Rate of in f la t ion - 3 

C a s h f l o w 4 Bar r ie rs to en te r 

into marke t 

- 3 

L iqu id i ty 3 C o m p e t i t i v e 

P r e s s u r e 

- 5 

P r i c e e a r n i n g rat io 6 T e c h n o l o g i c a l 

C h a n g e s 

- 3 

A v e r a g e of F S 4 .5 A v e r a g e of E S - 3 . 5 

C o m p e t i t i v e 

A d v a n t a g e (CA) 

Rat ing Industry 

A t t rac t i veness ( IA ) 

Rat ing 

M a r k e t s h a r e - 4 G r o w t h potent ia l 5 

P r o d u c t qua l i ty - 3 Prof i t po tent ia l 3 
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C u s t o m e r Loya l t y - 5 F inanc ia l s tabi l i ty 3 

Con t ro l o v e r 

s u p p l i e r s a n d 

d is t r ibu to rs 

- 3 E a s e of en t ry into 

marke t 

3 

A v e r a g e of C A - 3 . 7 5 A v e r a g e of IA 4 . 6 6 6 7 

Source: Own Processing 

C a l c u l a t i o n to f i nd the X a n d Y po in ts . 

X = IA + CAX = (4.667 - 3.75) = 0.917 

Y = FS + ES = (4.5 - 3.5) = 1 

Figure 22 SPACE matrix of Tata Motors 
Source: Own processing 

C a l c u l a t i n g the d i rec t i on v e c t o r c o o r d i n a t e s r e v e a l s that the en te rp r i se o p e r a t e s in a 

re la t ive ly s tab le indus t ry w i th a c o m p e t i t i v e a d v a n t a g e . C o n s e q u e n t l y , it fa l ls into the 

a g g r e s s i v e quad ran t . T o ma in ta in its marke t s h a r e , the c o m p a n y s h o u l d d e v e l o p n e w 

p r o d u c t s , f o c u s on ho r i zon ta l f o r w a r d in tegra t ion a n d d i ve rs i f i ca t i on , a n d p ro tec t its 

k n o w - h o w , w h i c h it h a s built du r i ng its t enu re . 
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10.3 IE Matrix 

Th is a n a l y s i s u t i l i zes the In te rna l -Ex terna l (IE) Mat r i x to a s s e s s Ta ta M o t o r s ' s t ra teg ic 

pos i t i on . T h e IE Mat r i x c o n s i d e r s t w o k e y d i m e n s i o n s : the c o m p a n y ' s in ternal 

s t reng ths a n d w e a k n e s s e s (as c a l c u l a t e d in the IFE Matr ix) a n d the ex te rna l 

oppo r tun i t i es a n d th rea ts it f a c e s (as c a l c u l a t e d in the E F E Mat r ix ) . 

THE IFE TOTAL WEIGHTED SCORES 
Strong Weak 

1.0 ^ 1.0 

H i g h 

1 II III 

IV VI 

VII VIII IX 

Figure 23 IE Matrix for Tata Motors 
Source: Own Processing 

Our a n a l y s i s y i e l d e d a w e i g h t e d E F E s c o r e of 2 .72 a n d an IFE s c o r e of 2 . 4 5 . T h e s e 

resu l ts p l a c e Ta ta M o t o r s wi th in a s p e c i f i c quad ran t o f the IE Mat r i x . F o c u s i n g o n th is 

quad ran t i n v o l v e s s t ra teg i z i ng to e n h a n c e cu r ren t capab i l i t i es , i n t r o d u c e i nnova t i ve 

p r o d u c t o f f e r i ngs , a n d c r e a t e n e w p r o d u c t s to l e v e r a g e marke t oppo r tun i t i es . 
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11. Strategy Formulation 

Af te r a n a l y z i n g c u s t o m e r f e e d b a c k f r o m popu la r Indian w e b s i t e s l ike c a r w a l e . c o m , 

t e a m - b h p . c o m , a u t o c a r i n d i a . c o m , a n d M o u t h s h u t . c o m , it h a s b e c o m e a p p a r e n t that 

the Ta ta N e x o n m o d e l h a s e n c o u n t e r e d v a r i o u s qual i ty i s s u e s . Ta ta N e x o n ranks 

n u m b e r o n e in the To ta l uni ts s o l d f r o m the Ta ta M o t o r s P a s s e n g e r v e h i c l e p r o d u c t 

mix. T h e r e f o r e , th is u r g e s Ta ta M o t o r s to r e a s s e s s its Qual i ty C o n t r o l s t ra tegy . Th is 

s e c t i o n p r o p o s e s a qual i ty e n h a n c e m e n t p r o g r a m that p r io r i t i zes c u s t o m e r n e e d s by 

e m p h a s i z i n g d a t a - d r i v e n d e c i s i o n - m a k i n g , p r o a c t i v e p r o b l e m p r e v e n t i o n , a n d a 

c o m m i t m e n t to e s t a b l i s h i n g c u s t o m e r t rust t h r o u g h u n c o m p r o m i s i n g p r o d u c t qua l i ty 

a n d dependab i l i t y . 

11.1. What is Quality Control? 

Qual i ty con t ro l (QC) e n s u r e s that e v e r y v e h i c l e l eav ing a Ta ta M o t o r s f a c t o r y m e e t s 

c u s t o m e r e x p e c t a t i o n s . Th ink of it a s a t e a m of expe r t d e t e c t i v e s cons tan t l y 

i n s p e c t i n g a n d tes t i ng par ts a n d v e h i c l e s at e v e r y p r o d u c t i o n s t a g e . T h e y a im to spo t 

potent ia l p r o b l e m s ear ly a n d e n s u r e that on l y t o p - n o t c h v e h i c l e s r e a c h s h o w r o o m s 

a n d d r i v e w a y s . 

11.1.1 Establishment of the Quality Control Department 

Tata M o t o r s k n o w s that qual i ty is k e y to c u s t o m e r s a t i s f a c t i o n , w h i c h is w h y a 

d e d i c a t e d Qual i ty C o n t r o l (QC) d e p a r t m e n t is in p l a c e . T h i s t e a m h a s a c l e a r m i s s i o n : 

• Prevent Defects: T h e y a im to c a t c h potent ia l qual i ty i s s u e s du r i ng 

m a n u f a c t u r i n g , e n s u r i n g that fau l ty v e h i c l e s n e v e r r e a c h c u s t o m e r s . 

• Build Customer Trust: By c o n s i s t e n t l y de l i ve r i ng v e h i c l e s that m e e t or e x c e e d 

e x p e c t a t i o n s fo r qua l i ty a n d rel iabi l i ty, t h e y a im to ea rn c u s t o m e r loya l ty a n d 

bui ld a s t r o n g b r a n d repu ta t ion . 

• Save Costs : A d d r e s s i n g qua l i ty p r o b l e m s p roac t i ve l y r e d u c e s the c o s t s of 

dea l i ng w i th rewo rk , wa r ran ty c l a i m s , a n d reca l l s . 
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• Meet Regulations: T h e Q C t e a m e n s u r e s that Ta ta M o t o r s c o m p l i e s w i th all 

i ndus t ry qua l i ty s t a n d a r d s a n d g o v e r n m e n t regu la t i ons , p ro tec t i ng bo th the 

c o m p a n y a n d its c u s t o m e r s . 

M o s t c o m m o n c u s t o m e r c o m p l a i n t s a n d expe r t c o n c e r n s r e g a r d i n g the Ta ta N e x o n 

a re b a s e d on r e v i e w s f r o m v a r i o u s w e b s i t e s : 

Figure 24 Ants found in the roof handle of New Tata Nexon. 
Source: medium.com 

Figure 25 Gap found on the driver side door of new Tata Nexon. 
Source: medium.com 

9 0 

http://medium.com
http://medium.com


Figure 26 Found Paint chipping in the rear passenger door during PDI 
PDI 
Source: team-bhp.com 

Figure 27 Scratch found near armrest during PDI 
Source: team-bhp.com 

• Quality and Fit & Finish: C u s t o m e r s repor t p r o b l e m s rang ing f r o m mino r rat t les 

a n d s q u e a k i n g s o u n d s to s ign i f i can t qua l i ty c o n c e r n s l ike rus t ing , p o o r paint 

qual i ty , a n d m e c h a n i c a l i n c o n s i s t e n c i e s s u c h a s g e a r b o x oil l eaks or e n g i n e 

fa i l u res . T h e s e i s s u e s s u g g e s t potent ia l s h o r t c o m i n g s in p r o d u c t i o n qua l i ty 

con t ro l or the durab i l i ty of s p e c i f i c c o m p o n e n t s . 
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• Ergonomic Issues: S o m e c u s t o m e r s e x p e r i e n c e d i s c o m f o r t d u e to d e s i g n 

c h o i c e s s u c h as d i f f icu l t i n g r e s s / e g r e s s fo r ta l ler d r i ve rs or poo r l y p l a c e d 

p e d a l s . T h e s e not on l y i m p a c t c o m f o r t but a l so ra ise potent ia l s a f e t y c o n c e r n s . 

• Reliability Concerns : R e c u r r i n g p r o b l e m s d e s p i t e mul t ip le s e r v i c e c e n t r e v is i t s 

a n d the re la t ive ly ear l y fa i lu re of c r i t i ca l c o m p o n e n t s l ike the A B S or ta i lgate 

m e c h a n i s m s a re w o r r i s o m e . T h e s e fa i l u res e r o d e c u s t o m e r t rust a n d 

c o m p r o m i s e the overa l l re l iabi l i ty o f the v e h i c l e . 

• Af ter -Sales Service: M a n y c o m p l a i n t s c e n t r e a r o u n d u n r e s p o n s i v e s e r v i c e 

c e n t r e s , s l o w i s s u e reso lu t i on , a n d p o o r c o m m u n i c a t i o n . Th i s l ack of t ime ly 

s u p p o r t s e v e r e l y u n d e r m i n e s t he o w n e r s h i p e x p e r i e n c e a n d c u s t o m e r 

sa t i s f ac t i on . 

• Expert Reviews: Expe r t s h a v e n o t e d s o f t w a r e g l i t ches a n d b u g s p l a g u i n g the 

in fo ta inment s y s t e m a n d a l ack of r e f i nemen t in the d i e s e l e n g i n e c o m p a r e d to 

s o m e c o m p e t i t o r s . T h e s e i s s u e s i m p a c t the p e r c e i v e d qua l i ty a n d ove ra l l u s e r 

e x p e r i e n c e . 

11.1.2 New Strategy for the Quality Control Department(STI) 

Th is p r o p o s e d s t ra tegy a ims to t r a n s f o r m Ta ta M o t o r s ' Qual i ty C o n t r o l Depa r tmen t , 

m o v i n g f r o m a reac t i ve a p p r o a c h to o n e f o c u s e d o n d a t a - d r i v e n d e c i s i o n - m a k i n g , 

bu i ld ing a q u a l i t y - f o c u s e d cu l tu re , ut i l iz ing p r o a c t i v e p r e v e n t i o n too l s , op t im i z i ng 

p r o c e s s e s , a n d e m b r a c i n g c o n t i n u o u s i m p r o v e m e n t . 

Step 1: Data-Driven Decis ion-Making 

A robus t qua l i ty da ta s y s t e m (potent ia l ly i n teg ra ted wi th in an ex i s t i ng E R P or ut i l iz ing 

s p e c i a l i z e d Q M S so f tware ) s h o u l d b e i m p l e m e n t e d . Th i s s y s t e m wil l a g g r e g a t e da ta 

f r o m p r o d u c t i o n l ines , wa r ran ty c l a i m s , c u s t o m e r sa t i s f ac t i on s u r v e y s , a n d supp l i e r 

p e r f o r m a n c e . M o n i t o r i n g k e y p e r f o r m a n c e ind i ca to rs (KPIs) s u c h a s d e f e c t ra tes , 

f i r s t - t ime - t h rough y i e l d , c u s t o m e r sa t i s f ac t i on s c o r e s re la ted to qua l i ty i s s u e s , a n d 

supp l i e r me t r i c s is e s s e n t i a l . U s i n g s ta t is t i ca l t oo l s l ike Pa re to A n a l y s i s , t r end a n a l y s i s , 

a n d co r re la t i on s t u d i e s wil l a id in iden t i f y ing pa t te rns , i so la t ing root c a u s e s , a n d 

se t t ing pr ior i t ies f o r i m p r o v e m e n t in i t ia t ives. 
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Step 2: Building a Team of Quality Personals 

It is s t rong l y r e c o m m e n d e d that c r o s s - f u n c t i o n a l qua l i ty t e a m s c o m p r i s e d of 

m e m b e r s f r o m d e s i g n , e n g i n e e r i n g , p r o d u c t i o n , a n d Q C b e f o r m e d . T h e s e t e a m s 

s h o u l d t a c k l e s p e c i f i c qua l i ty i m p r o v e m e n t p ro jec ts , s u c h a s r e d u c i n g wa r ran t y 

c l a i m s fo r a par t i cu la r c o m p o n e n t or a d d r e s s i n g recu r r i ng fit a n d f i n i sh i s s u e s . 

T ra in ing in s t r u c t u r e d p r o b l e m - s o l v i n g t oo l s l ike the 5 W h y s , F i s h b o n e D i a g r a m s , a n d 

Faul t T r e e A n a l y s i s is c r u c i a l . 

E m p o w e r i n g e m p l o y e e s is v i ta l . W o r k e r s o n the p r o d u c t i o n l ine s h o u l d b e t ra ined a n d 

a u t h o r i z e d to halt p r o d u c t i o n if t h e y s u s p e c t a qua l i ty i s s u e . V i s u a l qua l i ty b o a r d s 

d i s p l a y i n g rea l - t ime KPIs o n the s h o p f loo r wi l l f o s t e r a s h a r e d s e n s e of respons ib i l i t y 

a n d a w a r e n e s s . 

M a n a g e r s mus t v i s ib l y c h a m p i o n qual i ty in i t ia t ives. Regu la r " G e m b a w a l k s " by sen io r 

m a n a g e r s a n d i nc l ud ing qua l i ty p e r f o r m a n c e me t r i c s in m a n a g e r i a l eva lua t i ons wil l 

r e i n fo r ce th is c o m m i t m e n t . 

Step 3: Preventing Defects Before They Happen 

A p r o a c t i v e a p p r o a c h to p r o b l e m p r e v e n t i o n m u s t b e e m p h a s i z e d . T o o l s s u c h as 

D e s i g n F M E A (for n e w p r o d u c t d e v e l o p m e n t ) a n d P r o c e s s F M E A (for ex i s t i ng 

p r o c e s s e s ) a re essen t i a l fo r ear ly iden t i f i ca t ion a n d mi t igat ion of po tent ia l f a i l u res . 

Imp lemen t ing Sta t is t i ca l P r o c e s s C o n t r o l ( S P C ) fo r rea l - t ime mon i to r i ng of c r i t i ca l 

qual i ty p a r a m e t e r s w i th a u t o m a t e d a ler ts fo r o u t - o f - c o n t r o l c o n d i t i o n s wil l e n a b l e 

c o r r e c t i v e a c t i o n s b e f o r e d e f e c t s a r i se . 

P r e d i c t i v e m a i n t e n a n c e p l a y s a key ro le . S e n s o r s s h o u l d b e in tegra ted into e q u i p m e n t 

to mon i to r f a c t o r s s u c h as v ib ra t ion , t e m p e r a t u r e , a n d o ther w e a r i nd i ca to rs . Ut i l i z ing 

m a c h i n e lea rn ing a lgo r i t hms t ra ined o n th is da ta c a n p red i c t potent ia l f a i l u res , 

a l l ow ing fo r p r e - e m p t i v e m a i n t e n a n c e . Th i s wi l l m i n i m i z e u n p l a n n e d d o w n t i m e a n d 

its de t r imen ta l i m p a c t on qual i ty . 
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Step 4: Optimizing Processes and Partnering for S u c c e s s 

L e a n M a n u f a c t u r i n g p r i nc i p l es a n d too l s s u c h a s V a l u e S t r e a m M a p p i n g s h o u l d be 

u t i l i zed to ident i fy a n d e l im ina te w a s t e , b o t t l e n e c k s , a n d var iab i l i ty that i m p e d e 

qual i ty . K a i z e n e v e n t s , f o c u s e d on r a p i d - i m p r o v e m e n t w o r k s h o p s , s h o u l d e n g a g e 

c r o s s - f u n c t i o n a l t e a m s in t a c k l i n g s p e c i f i c qua l i t y - re l a ted p r o b l e m s . E r r o r - p r o o f i n g 

t e c h n i q u e s ( P o k a - Y o k e ) s h o u l d b e u s e d in p r o d u c t i o n p r o c e s s e s to r e d u c e the r isk 

of h u m a n error . 

R o b u s t supp l i e r co l l abo ra t i on is e s s e n t i a l . S u p p l i e r p e r f o r m a n c e s h o u l d b e t r a c k e d 

w i th s c o r e c a r d s e m p h a s i z i n g m e t r i c s s u c h as d e f e c t i v e par ts pe r mi l l ion ( P P M ) and 

o n - t i m e de l i ve ry . J o i n t p r o c e s s aud i t s s h o u l d b e c o n d u c t e d to u n d e r s t a n d a n d 

i m p r o v e supp l i e r qua l i ty s y s t e m s . K e y s u p p l i e r s s h o u l d b e i n v o l v e d in the ear l ies t 

s t a g e s of n e w p r o d u c t d e v e l o p m e n t to in tegra te qua l i ty c o n s i d e r a t i o n s f r o m the 

b e g i n n i n g . 

Step 5: Cont inuous Learning and Improvement 

D a t a - d r i v e n c o n t i n u o u s i m p r o v e m e n t m u s t b e p r io r i t i zed . A c e n t r a l i z e d qua l i ty 

d a s h b o a r d v i s u a l i z i n g key KPIs a c c e s s i b l e to all m a n a g e m e n t l eve l s is r e c o m m e n d e d . 

S c h e d u l e d r e v i e w m e e t i n g s s h o u l d b e he ld to d i s c u s s t r e n d s , e v a l u a t e i m p r o v e m e n t 

in i t ia t ives, a n d ad jus t f o c u s . 

D o c u m e n t i n g a n d s h a r i n g bes t p r a c t i c e s f r o m pas t root c a u s e a n a l y s i s (RCA) e f fo r ts 

wi l l bu i ld inst i tu t ional k n o w l e d g e . B e n c h m a r k i n g b e s t - i n - c l a s s p r a c t i c e s in ternal ly 

w i th in Ta ta M o t o r s fac i l i t ies a n d aga ins t ex te rna l l e a d e r s (au tomot i ve a n d n o n -

au tomot i ve ) wi l l d r i ve c o n t i n u o u s i nnova t i on . 

11.1.3 W h y this Strategy? 

Imp lemen t ing th is par t i cu la r s t ra tegy is b a s e d on Ta ta M o t o r s ' u n w a v e r i n g 

c o m m i t m e n t to e x c e l l e n c e a n d c o n s t a n t i m p r o v e m e n t . By u s i n g da ta , t e a m w o r k , a n d 

p r o c e s s op t im i za t i on , the Qual i ty C o n t r o l d e p a r t m e n t c a n t a k e a p r o a c t i v e a p p r o a c h 

to t ack l i ng qua l i ty i s s u e s . 
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11.1.4 What is the expected outcome of this strategy? 

T h e e x p e c t e d o u t c o m e s of th is in i t iat ive i n c l u d e i m p r o v e d p r o d u c t rel iabi l i ty, a s f e w e r 

d e f e c t s l ead to m o r e d e p e n d a b l e v e h i c l e s . Add i t i ona l l y , c u s t o m e r s a re l ike ly to 

e x p e r i e n c e h igher sa t i s f ac t i on d u e to the s u p e r i o r qual i ty of the p r o d u c t s t h e y 

r e c e i v e . Las t ly , t he o r g a n i z a t i o n wi l l bene f i t f r o m c o s t e f f i c i e n c y , a s r e d u c e d r e w o r k 

a n d war ran ty e x p e n s e s c a n pos i t i ve l y impac t the bo t t om l ine. 

• ATA C O L L E C T I O N 
END 

IS T H E S O L U T I O N 

E F F E C T I V E 

NO 

PRODUCTION LINE DATA 
Warranty Claims 
Customer Satisfaction Surveys 
Supplier Quality Metrics 

Q U A L I T Y D A T A 
S Y S T E M 

E R P / Q M S 

DATA A N A L Y S I S 
KPI'S (DEFECT RATES, 
SPC (PARETO,TREND 
ANALYSIS) 

FTTI 

C O N T I N U O U S 
M O N I T O R I N G 

YES 

TARGETS BEING 
MET? 

I M P L E M E N T A T I O N 

Í 
S O L U T I O N 

D E V E L O P M E N T 

T 
ARE QUALITY H 0 C ross -Func t i ona l 

Team 

Figure 28 Flow Chart of New Strategy for the Quality Control Department 
Source: Own processing 

11.2 Improvement in After-Sales-Service 

A c c o r d i n g to c u s t o m e r r e v i e w s , ano the r s ign i f i can t p r o b l e m b e s i d e s the qua l i ty of the 

p r o d u c t w a s i n a d e q u a t e a f t e r - s a l e s s e r v i c e . Ta ta N e x o n c u s t o m e r s a n d n u m e r o u s 

o ther Ta ta M o t o r s P a s s e n g e r V e h i c l e c u s t o m e r s e x p e r i e n c e d th is i s s u e , w h i c h 

i n c l u d e d u n r e s p o n s i v e s e r v i c e c e n t r e s , s l o w i s s u e reso lu t i on , a n d i n a d e q u a t e 

c o m m u n i c a t i o n . In r e s p o n s e , Ta ta M o t o r s has e x p a n d e d the n u m b e r of a u t h o r i z e d 

s e r v i c e c e n t r e s to t a c k l e th is p r o b l e m , w h i c h h a s resu l t ed in a s l ight i m p r o v e m e n t in 

N P S s c o r e s f r o m 3 5 to 4 0 b e t w e e n F Y 2 2 a n d F Y 2 3 . 
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After-Sales 
re-Imagination 
# Service Outlets 

355 

FY20 FY23 

Figure 29 Shows Increase in Tata Motors after-sales outlets 
Source: Tata Motors India Investor Day 2023 Pitch 

Customer Experience Re-imagination 

• Creation of a bespoke Customer Experience function 

* Revamped sales and service SOPs to focus on customer experience 

NPS 
40 

mo mi FY22 mi 

Figure 30 Net Promoter Score (NPS) of Tata Motors 
Source: Tata Motors India Investor Day 2023 Pitch 

11.2.1 What is After -Sales Service? 

A f t e r - s a l e s s e r v i c e is e v e r y t h i n g that h a p p e n s af ter a c u s t o m e r b u y s a Ta ta M o t o r s 

v e h i c l e . It is not just abou t f i x ing p r o b l e m s ; it i n c l u d e s regu la r c h e c k u p s , repa i rs , 

wa r ran t y wo rk , a n s w e r i n g q u e s t i o n s , a n d ge t t ing s p a r e par ts . P r o v i d i n g t o p - n o t c h 

a f t e r - s a l e s s e r v i c e is the k e y to k e e p i n g c u s t o m e r s h a p p y , e n c o u r a g i n g t h e m to c o m e 

b a c k to us , a n d p ro tec t i ng ou r repu ta t ion a s a t r us two r thy c a r c o m p a n y . 
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11.2.2 W h y is a Dedicated After -Sales Department Necessary? 

A f o c u s e d A f t e r - S a l e s D e p a r t m e n t is impor tan t fo r s e v e r a l r e a s o n s : 

• Customer Loyalty: W h e n c u s t o m e r s h a v e a g o o d e x p e r i e n c e af ter b u y i n g 

their v e h i c l e , t hey a re m o r e l ike ly to b e c o m e l i fe long Ta ta M o t o r s c u s t o m e r s 

a n d tel l the i r f r i e n d s a n d fami l y abou t h o w we l l w e treat t h e m . 

• Revenue Generation: A u t o m a k e r s g e n e r a t e a lot of r e v e n u e t h r o u g h 

regu la r m a i n t e n a n c e v is i t s a n d the s a l e of s p a r e par ts . 

• Early Issue Detection: If w e f ix p r o b l e m s qu i ck l y , w e s a v e m o n e y on wa r ran t y 

repa i rs a n d ge t v a l u a b l e in fo rmat ion that h e l p s us i m p r o v e our c a r s o v e r t ime. 

• Brand Protection: Exce l l en t a f t e r - s a l e s s e r v i c e p r e v e n t s u n h a p p y c u s t o m e r s 

f r o m s p r e a d i n g nega t i ve o p i n i o n s that c o u l d d a m a g e our c o m p a n y ' s i m a g e . 

11.2.2.1 Pre-Delivery Inspections (PDI) 

What It Means: PDI is a f ina l , c o m p r e h e n s i v e i n s p e c t i o n p e r f o r m e d o n a v e h i c l e 

b e f o r e it is d e l i v e r e d to the c u s t o m e r . T h i s i n c l u d e s ve r i f y i ng that all c o m p o n e n t s a re 

f i t ted co r rec t l y , c h e c k i n g fo r a n y c o s m e t i c or f u n c t i o n a l d e f e c t s , a n d e n s u r i n g the 

v e h i c l e is in pr is t ine c o n d i t i o n . 

W h y It is Essential: 

• Enhanced Customer Experience: C u s t o m e r s e x p e c t a f l a w l e s s n e w ca r , a n d 

PDI e n s u r e s i s s u e s a re iden t i f ied a n d a d d r e s s e d b e f o r e de l i ve ry , e n h a n c i n g 

sa t i s f ac t i on . 

• Reduced Initial Defects: C a t c h i n g i s s u e s at PDI p r e v e n t s c u s t o m e r s f r o m 

e x p e r i e n c i n g p r o b l e m s shor t l y a f ter p u r c h a s e , r e d u c i n g ear ly wa r ran ty c l a i m s 

a n d f rus t ra t ion . 

• Brand Perception: PDI fa i l u res c a n resu l t in nega t i ve on l i ne r e v i e w s and 

d a m a g e a b r a n d ' s repu ta t ion fo r qual i ty a n d rel iabi l i ty. 
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11.2.2.2 Spare Parts Availability 

What It Means: T h i s re fe rs to h a v i n g n e c e s s a r y s p a r e par ts read i l y ava i l ab le i n -

s e r v i c e c e n t r e s a n d d is t r ibu to rs to p e r f o r m t ime ly repa i rs or r e p l a c e m e n t s . It i n v o l v e s 

s t o c k m a n a g e m e n t , s u p p l y c h a i n e f f i c i e n c y , a n d f o r e c a s t i n g fu tu re d e m a n d . 

W h y It is Essential: 

• Minimize Vehicle Downtime: C u s t o m e r s re ly o n v e h i c l e s f o r t ranspor ta t i on . 

Fas t a c c e s s to s p a r e par ts m e a n s sho r te r repa i r t i m e s a n d i n c r e a s e d c u s t o m e r 

sa t i s f ac t i on . 

• Cost Control: Par t s h o r t a g e s c a n l ead to d e l a y s , i n c r e a s i n g labour c o s t s a n d 

f rus t ra t ing c u s t o m e r s . G o o d par ts ava i lab i l i ty s t r e a m l i n e s repa i rs . 

• Maintain Brand Reputation: S p a r e par ts unava i lab i l i t y t a r n i s h e s the b rand 

i m a g e a n d ra i ses d o u b t s abou t the c o m p a n y ' s abi l i ty to s e r v i c e its v e h i c l e s . 

11.2.3 C o m m o n Customer Complaints 

c u s t o m e r f e e d b a c k f r o m popu la r Indian w e b s i t e s l ike c a r w a l e . c o m , t e a m - b h p . c o m , 

a u t o c a r i n d i a . c o m , a n d M o u t h s h u t . c o m h a s s h o w n that c u s t o m e r s a re f rus t ra ted wi th 

s e v e r a l a s p e c t s of Ta ta M o t o r s ' a f t e r - s a l e s s e r v i c e . T h e m o s t c o m m o n i s s u e s a re : 

• Unresponsive Service Centres: C u s t o m e r s h a v e t roub le c o n t a c t i n g the 

s e r v i c e c e n t r e to b o o k a p p o i n t m e n t s or ge t u p d a t e s o n their c a r s . 

• Slow Issue Resolution: C u s t o m e r s s o m e t i m e s wa i t l ong fo r repa i r s a n d might 

n e e d to g o to the s e r v i c e c e n t r e mul t ip le t i m e s f o r the s a m e p r o b l e m . 

• Poor Communicat ion: C u s t o m e r s o f ten f e e l left in the da rk abou t w h e n the i r 

ca r wi l l b e ready , h o w m u c h it wi l l c o s t , a n d wha t e x a c t l y the m e c h a n i c s a re 

d o i n g . 

• Outdated PDI Process: U s i n g p a p e r c h e c k l i s t s to i n s p e c t c a r s b e f o r e 

c u s t o m e r s t a k e de l i ve ry l e a v e s r o o m fo r m i s t a k e s . T h i s c a n l ead to m i s s e d 

i s s u e s a n d m a k e s it d i f f icu l t to t r ack t r e n d s . 
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Figure 31 PDI sheet found by Tata Motor's Customer in his new car 
Source: www.team-bhp.com 

11.2.4 New After-Sales Service Strategy(ST2) 

T h e ma in goa l is to c h a n g e h o w Ta ta M o t o r ' s p r o v i d e s s e r v i c e a f ter the s a l e . P r i m a r y 

f o c u s is on be ing he lp fu l , e f f i c ien t , a n d c l e a r in ou r c o m m u n i c a t i o n a n d us ing m o d e r n 

t e c h n o l o g y to m a k e th ings e a s i e r fo r our c u s t o m e r s . 

Step 1: Enhance Customer Communicat ion 

• Live Chat and Online Portals: T h e s e s h o u l d a l l ow c u s t o m e r s to s c h e d u l e 

a p p o i n t m e n t s , c h e c k the i r v e h i c l e s ta tus , a n d cha t wi th s e r v i c e a d v i s o r s 

on l ine . 

• Proactive Updates: U s e text m e s s a g i n g or an i m p r o v e d a p p to let c u s t o m e r s 

k n o w h o w their repa i rs a re g o i n g a n d w h e n they c a n p ick up their ca r . It is 

r e c o m m e n d e d that a t h o r o u g h inves t iga t ion into the cu r ren t a p p ' s 

s h o r t c o m i n g s be c o n d u c t e d to de te rm ine potent ia l a r e a s fo r i m p r o v e m e n t . 
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Step 2: Streamline Service Processes 

• Lean Principles: E x a m i n e c l o s e l y h o w Ta ta M o t o r s s e r v i c e c e n t r e s w o r k a n d 

e l im ina te any th ing that s l o w s the w o r k f l o w . U s e a t r a c k i n g b o a r d fo r c a r s in 

the s h o p to v i s u a l i z e the s ta tus of repa i r j o b s in rea l - t ime . 

• Training and Cross-ski l l ing: P r o v i d e o n g o i n g t ra in ing s o Ta ta M o t o r ' s 

t e c h n i c i a n s a re c o n s t a n t l y i m p r o v i n g the i r sk i l l s a n d c a n w o r k on v a r i o u s c a r s . 

Step 3: Digitize Operations 

• Service Management Software: It is impor tan t to get s o f t w a r e that he lps wi th 

s c h e d u l i n g a p p o i n t m e n t s , k e e p i n g t r ack of repa i r h is to ry , m a n a g i n g s p a r e 

par ts i nven to ry , a n d m a k i n g repo r t s o n our s e r v i c e p e r f o r m a n c e . (ERP 

s y s t e m s ) 

• Digitized PDI: R e d u c e the p a p e r c h e c k l i s t s a n d s w i t c h to a tab le t s y s t e m fo r 

p r e - d e l i v e r y i n s p e c t i o n s . Th i s wil l let t he Inspec to r t ake p h o t o s or v i d e o s of 

a n y i s s u e s a n d s e n d t h e m d i rec t l y to Ta ta M o t o r ' s qual i ty t e a m . 

• Customer Feedback System: U s e on l i ne s u r v e y s to hea r f r o m c u s t o m e r s af ter 

s e r v i c e v i s i t s . T h i s c a n he lp p inpo in t a r e a s fo r i m p r o v e m e n t a n d r e c o g n i z e 

s e r v i c e c e n t r e s that a re d o i n g a f an tas t i c j ob . 

Step 4: Foster a Customer-Centr ic Culture 

• Empathetic Service Adv isors : T ra in s e r v i c e a d v i s o r s to c o m m u n i c a t e we l l a n d 

to s e e p r o b l e m s f r o m the c u s t o m e r ' s p e r s p e c t i v e is e s s e n t i a l , a s m a n y 

c u s t o m e r s m a y not p o s s e s s i n - d e p t h k n o w l e d g e abou t P a s s e n g e r v e h i c l e s . 

• Performance Metr ics: M e a s u r e s e r v i c e c e n t r e s u c c e s s not just by t e c h n i c a l 

f i x e s but a l so by h o w h a p p y c u s t o m e r s a re w i th the s e r v i c e they r e c e i v e . Th is 

c a n b e in teg ra ted wi th Ta ta M o t o r ' s A p p l i c a t i o n , m a k i n g the r e v i e w s u b m i s s i o n 

p r o c e s s e a s y a n d c o m f o r t a b l e . 

• Customer Experience Teams: H a v e a d e d i c a t e d t e a m that f o l l o w s up wi th 

c u s t o m e r s w h o h a v e h a d p r o b l e m s to e n s u r e t h e y get r e s o l v e d sa t i s fac to r i l y . 
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Step 5: Cont inuous Improvement 

• Regular KPI Review: K e e p t r ack of me t r i c s l ike h o w long s e r v i c e j o b s usua l l y 

t ake , w h e t h e r the s e r v i c e c e n t r e f i x e d it r ight the f i rs t t ime , h o w sa t i s f i ed 

c u s t o m e r s a re , a n d h o w q u i c k l y the s e r v i c e c e n t r e c a n ge t par ts . 

• Complaint Analys is: A n a l y z e w h a t c u s t o m e r s a re c o m p l a i n i n g abou t s o it c a n 

be a d d r e s s e d e f f i c ien t l y , e i ther by c h a n g i n g h o w the ac t i on is p e r f o r m e d or by 

p rov i d i ng t a r g e t e d t ra in ing . 

• Best Practice Sharing: E n c o u r a g e s e r v i c e c e n t r e s to s h a r e wha t w o r k s we l l 

fo r t h e m wi th the i r c o l l e a g u e s a c r o s s t he c o m p a n y t h r o u g h Lea rn i ng 

M a n a g e m e n t S y s t e m s . 

11.3 Improvement in Tata Motors' mobile application 

C u s t o m e r r e v i e w s h a v e c lea r l y d e p i c t e d the Ta ta M o t o r s s e r v i c e a p p ' s s t r u g g l e s . 

C o m p l a i n t s abou t s l o w n e s s , c r a s h e s , c o n f u s i n g d e s i g n , a n d b r o k e n f e a t u r e s m a k e 

the a p p d i f f icu l t a n d f rus t ra t ing to u s e . W h i l e p inpo in t i ng the e x a c t t e c h n i c a l c a u s e s 

of t h e s e p r o b l e m s w i thou t in ternal da ta is i m p o s s i b l e , th is c h a p t e r ident i f ies a r e a s 

w h e r e i m p r o v e m e n t is n e e d e d a n d a d d r e s s e s t h e m wi th t a r g e t e d a c t i o n s . 

T a t a M o t o r s S e r v i c e C o n n e c t 
Tata Motors Limited 

ze* s i . m 

I < Sharp 0 /watowisnilM 

Figure 32 Tata Motors service Application available at Google play 
Source: Google play store 

R a t i n g s a n d r e v i e w s R a t i n g s a n a r e v i e w s a r e v rsr i f ied CD 

Q Ph & n e S T a b l e t O W a t c h L J C h r o m e b o o k • T V B C a r 

2 . 8 : = 

Figure 33 Ratings of Tata Motors Service Connect at Google play store 
Source: Google play store 
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T h e Ta ta M o t o r s S e r v i c e C o n n e c t m o b i l e app l i ca t i on b o a s t s f i ve l akhs p lus 

d o w n l o a d s in the G o o g l e P lay s to re . H o w e v e r , the d o w n s i d e is that, w i th 7 6 8 0 u s e r s 

p rov i d i ng r e v i e w s fo r th is A p p l i c a t i o n , t he Ta ta M o t o r s S e r v i c e C o n n e c t mob i l e 

app l i ca t i on m a n a g e d to ga in on l y 2 . 8 / 5 s ta rs , w h i c h is s l ight ly a b o v e a v e r a g e . 

It is a s imi la r c a s e f o r the A p p l i c a t i o n in the A p p l e A p p S to re . 

f)pen the Mac App Store tp buy and download apps. 

Tata Motors Service Connect BE 
Tata Motors 
Designed for iPhone 

#138 in Business 

Figure 34 Tata Motors Service Connect Application from Apple App store 
Source: Apple App store 

Tata Motors Service Connect 

Ratings and Reviews 

l * ^ 5 : . i : c J = 935 Ra1 

eanasna Dambemaole, 24/03/2O23 

Shame on TATA 
Such a pathetic app this is, competing with 
their product quality control and service 
centers for reaching new lows. We can not 
schedule appointment In this app. I sp-: mo 

-kkkk-k 
RL-IIIC-JI- K, znyo4/2023 

III designed App 
This app is so bad y cosiarod such th.-' 
Developer Response, 
Dear Customer, We re-ally appreciate , 

asi2&££. 01*1072021 

th such a wondei 'nl app 
This app is so wonderful that I can't tt 

Developer Res.ponser 

Dear Customer, We reo ly appreciate- , 

V|aidegaul, 05/06/2023 

Not at all working shame on Tata 
I am trying to check my service history 

Developer Response. 
Dear Customer, We- really appreciate > 

-kkkkk 
SriUbhMaePro, 24/01/2023 

Can't give feedback after s 
Why the hell It is so diffic ult lor you gu. 

Developer Response, 
Dear Customer, We really appreciate , 

-kkkkk 
harrier Owner, Ci&yC6/2023 

It was working before but from 2 montr 

Developer Res.ponser 

Dear Customer, We rea ly appreciate- , 

• • • • • 
App@H23, 2a/OB/2021 

Pathetic and crappy app I! 
Which company developed this app? C 

niai/n rick happy, 02/fJ6J2021 

Feedback reminder missing 
I will really appreciate if this app c 

•kk-k-kk 
ayuarikumar_rj003r Q4/07f2Q22 

Tata motors really needs to work on impro... 
I have been using this app for the pas: mar 

illy appreciate 

arjundfgr OE/ni/2021 

Car details, not updating correctly and c 
I have been using this since august and 
sometime if wc open Ft won't show anu de 
If f am on a high speed wlfi connection als 

Figure 35 Review for Tata Motors Service Connect Application in Apple App store 
Source: Apple App store 

T h e r e v i e w s e c t i o n in A p p l e ' s A p p S to re is e v e n w o r s e than that o f G o o g l e P lay S t o r e ; 

w i th on ly 9 3 5 ra t ings , the A p p l i c a t i o n m a n a g e d to a c q u i r e just 1.6/5 s ta rs . Th i s is w a y 
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b e l o w a v e r a g e , s u g g e s t i n g that the u s e r s a re unsa t i s f i ed wi th the Ta ta M o t o r s S e r v i c e 

C o n n e c t m o b i l e a p p l i c a t i o n . 

W h i l e d i g g i n g d e e p into the r e v i e w , the c o m m o n p r o b l e m s f o u n d by the u s e r s a re : 

• Performance: S l o w n e s s , c r a s h e s , a n d f r e e z e s . 

• Usability: C o n f u s i n g i n te r face , nav iga t i on p r o b l e m s , a n d r e d u n d a n t f e a t u r e s . 

• Functionality: B u g s in log in , s e r v i c e b o o k i n g , a n d a c c o u n t m a n a g e m e n t . 

• Reliability: N e t w o r k e r ro rs , u n r e s p o n s i v e n e s s , a n d secu r i t y c o n c e r n s . 

11.3.1 A p p Revamp Strategy(ST3) 

Step 1: Performance and Functionality Fixes 

T h e p r imary f o c u s s h o u l d b e o n m a k i n g the a p p f unc t i ona l a n d e n s u r i n g it p e r f o r m s 

at least at the m i n i m u m e x p e c t e d leve l fo r its c o r e p u r p o s e . Pr io r i t i ze f i x ing the m o s t 

d i s rup t i ve b u g s , s u c h as log in e r ro rs a n d s e r v i c e b o o k i n g fa i l u res , b a s e d on u s e r 

c o m p l a i n t s . S i m u l t a n e o u s l y , c o n d u c t a c o d e r e v i e w fo r i s s u e s (l ike poo r l y o p t i m i z e d 

l o o p s or ine f f i c ien t m e m o r y m a n a g e m e n t ) that c o u l d nega t i ve l y i m p a c t s p e e d a n d 

stabi l i ty . R i g o r o u s tes t i ng at mul t ip le s t a g e s , i nc lud ing unit t es t s , in tegra t ion t es t s , a n d 

be ta tes t i ng , is essen t i a l to p r e v e n t u p d a t e s f r o m i n t roduc ing n e w p r o b l e m s a n d to 

m i n i m i z e u s e r f rus t ra t ion . 

Step 2: User -Cantered Redesign 

E v e n w i thou t d i rec t u s e r t es t i ng , s ign i f i can t usab i l i t y g a i n s c a n b e m a d e by f o l l o w i n g 

e s t a b l i s h e d d e s i g n p r i nc i p l es a n d s t u d y i n g s u c c e s s f u l a p p s . C o n d u c t a heur is t i c 

eva lua t i on of the ex i s t i ng a p p to u n c o v e r e l e m e n t s l ike ly c a u s i n g c o n f u s i o n . A n a l y z e 

c o m p e t i t o r a p p s fo r i d e a s to s t reaml ine nav iga t i on a n d m a k e k e y t a s k s l ike b o o k i n g 

s e r v i c e or v i e w i n g v e h i c l e s ta tus a s s i m p l e as p o s s i b l e . I m p r o v e m e n t s s h o u l d be 

ro l led out g radua l l y , s tar t ing w i th the m o s t impac t fu l c h a n g e s . 

Step 3: Transparency and Communicat ion 

A c k n o w l e d g i n g the a p p ' s i s s u e s is c r u c i a l . P r o v i d e c l ea r c h a n g e l ogs w i th e v e r y 

upda te , exp la i n i ng f i x e s a n d d e m o n s t r a t i n g that w e a re ac t i ve l y a d d r e s s i n g u s e r pa in 
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po in ts . If p r o b l e m s pers is t , p roac t i ve l y i n fo rm u s e r s of k n o w n i s s u e s a n d o f fe r c l e a r 

a l te rna t i ves l ike the w e b s i t e or ca l l c e n t r e . A n i n - a p p f e e d b a c k s y s t e m (even a w e l l -

mon i t o red fo rm) wi l l e n s u r e w e a l w a y s l is ten to u s e r s u g g e s t i o n s , gu i d i ng fu tu re f i x e s . 

Step 4: Cont ingency Planning 

E n s u r e that c u s t o m e r s a re not left s t r a n d e d by a fau l ty a p p . O the r s e r v i c e c h a n n e l s 

(webs i te , ca l l c e n t r e , i n - p e r s o n s e r v i c e cen t res ) mus t a l so b e robus t . Imp lement i n -

a p p ana l y t i c s to ga the r da ta on u s a g e pa t te rns , e r ro r t y p e s , a n d f e a t u r e s m o s t 

c o m m o n l y u s e d . T h i s wil l p r o v i d e the ins igh ts n e c e s s a r y fo r m o r e s t ra teg ic 

d e v e l o p m e n t a n d root c a u s e a n a l y s i s fu r ther d o w n the r o a d . 

11.3.2 W h y This Strategy? 

Th is s t ra tegy w a s c h o s e n b e c a u s e it d i rec t l y a d d r e s s e s the c o r e i s s u e s ident i f ied in 

use r f e e d b a c k , b a l a n c i n g i m m e d i a t e i m p r o v e m e n t a n d o n g o i n g d a t a - d r i v e n 

op t im i za t i on . It r e c o g n i z e s that wh i le a t h o r o u g h root c a u s e a n a l y s i s w o u l d b e idea l , 

c u s t o m e r s n e e d a bet ter e x p e r i e n c e n o w . By f o c u s i n g o n f i x ing c r i t i ca l func t iona l i t y , 

i m p r o v i n g usab i l i ty , a n d e s t a b l i s h i n g c h a n n e l s fo r c o n t i n u o u s f e e d b a c k , th is 

a p p r o a c h lays the g r o u n d w o r k fo r s u s t a i n a b l e a p p e x c e l l e n c e . 

11.3.3 What is the Expected Outcome of This Strategy? 

• Enhanced Customer Satisfaction: A m o r e re l iab le , u s e r - f r i e n d l y a p p s h o u l d 

d ramat i ca l l y i m p r o v e Ta ta M o t o r s c u s t o m e r s ' s e r v i c e e x p e r i e n c e . 

• Improved Brand Reputation: A w e l l - f u n c t i o n i n g a p p s i g n a l s that Ta ta M o t o r s 

v a l u e s its c u s t o m e r s ' t ime a n d is c o m m i t t e d to a pos i t i ve d ig i ta l e x p e r i e n c e . 

• Increased Service Eff iciency: S t reaml in ing s e r v i c e b o o k i n g t h r o u g h the a p p 

c a n r e d u c e s t ra in o n ca l l c e n t r e s a n d s e r v i c e c e n t r e s . 

• Data-Driven Insights: A n a l y t i c s f r o m the r e v a m p e d a p p wi l l p r o v i d e v a l u a b l e 

da ta o n u s a g e pa t te rns , p inpo in t ing fu tu re a r e a s fo r op t im iza t i on a n d 

u n c o v e r i n g unde r l y i ng t e c h n i c a l i s s u e s . 

• Competit ive Advantage: In a marke t w h e r e c u s t o m e r e x p e r i e n c e is key , a 

re l iab le a n d intui t ive s e r v i c e a p p c a n d i f fe ren t ia te Ta ta M o t o r s f r o m its r iva ls . 
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11.4 Implementation and Review of proposed Strategies 

In th is s e c t i o n w e wi l l s e e abou t the imp lemen ta t i on a n d r e v i e w m e t h o d s fo r the 

p r o p o s e d s t ra teg ies (ST1 , S T 2 , a n d S T 3 ) . 

11.4.1 Implementation and review for ST1 - New Strategy for the Quality 

Control Department 

Tata M o t o r s ' n e w Qual i ty C o n t r o l (QC) s t ra tegy h a s the potent ia l to r e s h a p e the 

c u s t o m e r e x p e r i e n c e a n d e l eva te the b r a n d . S u c c e s s f u l imp lemen ta t i on d e p e n d s on 

a f o c u s e d a p p r o a c h that b l e n d s c l ea r l e a d e r s h i p , a c o m p a n y - w i d e d e d i c a t i o n to 

qual i ty , smar t p r o c e s s e s , a n d regu la r r e v i e w . 

Implementation 

• L e a d e r s h i p a n d c o m m u n i c a t i o n a re the c o r n e r s t o n e s of s u c c e s s . A s e n i o r 

e x e c u t i v e mus t mas te r the Q C s t ra tegy , e n s u r i n g its i m p o r t a n c e a n d g o a l s are 

u n d e r s t o o d t h r o u g h o u t the o r g a n i z a t i o n . A robus t c o m m u n i c a t i o n p lan , 

i nc l ud ing t o w n hall m e e t i n g s , t e a m b r i e f i ngs , a n d regu la r u p d a t e s , wi l l k e e p 

e v e r y e m p l o y e e i n v e s t e d in the m i s s i o n of qual i ty e x c e l l e n c e . 

• Bu i l d ing a qua l i t y -d r i ven cu l tu re requ i res a shi f t in m i n d s e t a n d p r a c t i c e . 

C r o s s - f u n c t i o n a l t e a m s r e p r e s e n t i n g all v e h i c l e c rea t i on a n d de l i ve r y a s p e c t s 

mus t c o l l a b o r a t e on i m p r o v e m e n t p ro jec ts . P r o d u c t i o n l ine w o r k e r s wi l l n e e d 

t ra in ing a n d e m p o w e r m e n t to halt p r o c e s s e s w h e n qual i ty is at r isk, a n d t h o s e 

w h o m a s t e r qua l i ty s h o u l d b e r e c o g n i z e d fo r the i r con t r i bu t i ons . Integrat ing 

s p e c i f i c qua l i ty me t r i c s into the eva lua t i on of all m a n a g e r s wil l d e m o n s t r a t e 

that qua l i ty is not just a respons ib i l i t y o f the Q C d e p a r t m e n t but a c o r e va l ue 

of Ta ta M o t o r s . 

• P r o c e s s e s a n d s t ruc tu re n e e d c a r e f u l a l i gnmen t wi th qua l i ty g o a l s . D iv id ing 

the b r o a d e r s t ra tegy into sma l le r , w e l l - d e f i n e d p ro jec t s wi th c l ea r o w n e r s h i p 

wi l l e n h a n c e accoun tab i l i t y a n d f o c u s . A g i l e m e t h o d o l o g i e s p r o v i d e f lex ib i l i ty 

to a d a p t q u i c k l y . L e a n too l s c a n he lp s t r eam l i ne p r o d u c t i o n , e l im ina te w a s t e , 

a n d e x p o s e p r o c e s s e s that u n d e r m i n e qua l i ty . S u p p l i e r s a re c r u c i a l pa r tne rs 

in s u c c e s s — j o i n t qua l i ty aud i t s a n d c l ea r s t a n d a r d s a n d i nvo l v i ng t h e m ear ly 

105 



in the d e v e l o p m e n t p h a s e wil l pay d i v i d e n d s in the v e h i c l e s that r e a c h 

c u s t o m e r s . 

• R e s o u r c e s mus t b a c k a c o m m i t m e n t to qua l i ty . T h e b u d g e t m u s t b e a l l o c a t e d 

fo r t ra in ing , t e c h n o l o g y , a n d e q u i p m e n t e n h a n c e m e n t s . C o n s i d e r a robus t 

qual i ty da ta s y s t e m to c a p t u r e da ta a c r o s s p r o d u c t i o n , wa r ran ty c l a i m s , 

c u s t o m e r s u r v e y s , a n d supp l i e r p e r f o r m a n c e , g i v i ng Ta ta M o t o r s 

u n p r e c e d e n t e d p o w e r fo r i n f o r m e d d e c i s i o n - m a k i n g . 

Review 

• Regu la r r e v i e w s a re c r u c i a l fo r t r a c k i n g p r o g r e s s a n d a d a p t i n g a s n e e d e d . B i ­

a n n u a l or quar te r l y r e v i e w s e n s u r e that a n y i s s u e s a re ident i f ied a n d 

a d d r e s s e d q u i c k l y . A cen t ra l d a s h b o a r d v i s u a l i z i n g key qua l i ty me t r i c s puts 

rea l - t ime da ta at d e c i s i o n - m a k e r s f i nge r t i ps . P e r f o r m a n c e da ta , c u s t o m e r 

f e e d b a c k , a n d marke t t r e n d s mus t all b e a n a l y z e d u s i n g t oo l s that e x p o s e the 

root c a u s e of p r o b l e m s , e n s u r i n g e f fo r t s a re s p e n t w h e r e t h e y wil l h a v e the 

m o s t s ign i f i can t impac t . 

• C o n t i n u o u s i m p r o v e m e n t requ i res d o c u m e n t i n g s u c c e s s e s a n d s e t b a c k s to 

a v o i d repea t i ng m i s t a k e s a n d bu i ld on wha t w o r k s . B e n c h m a r k i n g aga ins t 

l e a d e r s a c r o s s i ndus t r i es wi l l i nsp i re i nnova t ion at Ta ta M o t o r s . O p e n 

c o m m u n i c a t i o n e n s u r e s a c o n s t a n t f l o w of f e e d b a c k , a n d r e v i e w f i n d i n g s mus t 

d r i ve d e c i s i v e a d j u s t m e n t s to the s t ra tegy , r e s o u r c e d is t r ibu t ion , a n d ac t i ons 

a c r o s s t e a m s . 

11.4.2 Implementation and review for S T 2 - New After-Sales Service 

Strategy 

Understanding the Balanced Scorecard (BSC) 

T h e B a l a n c e d S c o r e c a r d ( B S C ) is l ike a d a s h b o a r d fo r y o u r s t ra tegy . Ins tead of 

f o c u s i n g o n f i n a n c e s , it h e l p s us s e e the b ig p i c tu re f o r Ta ta M o t o r s ' A f t e r - S a l e s 

S e r v i c e s u c c e s s . T h e B S C c o n s i d e r s f o u r key a r e a s : 

Finances: A r e w e m a k i n g m o r e m o n e y f r o m our s e r v i c e c e n t r e s ? 
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Customers: A r e c u s t o m e r s h a p p y w i th the a f t e r - s a l e s s e r v i c e they r e c e i v e ? 

Internal Processes : A r e our s e r v i c e c e n t r e s runn ing e f f i c ien t l y? 

Learning & Growth: Do ou r a d v i s o r s a n d t e c h n i c i a n s h a v e the sk i l l s a n d too ls to d o 

their bes t w o r k ? 

Financial 

^^^^^k How do we appear to ^ ^ ^ ^ 
/ shareholders'? ^ ^ ^ t 

Cns"""er I Balanced "" e r n a l Customer Balanced Internal 

How do our customers Scorecard At what processes 
perceive us? should we excel? 

Figure 36 Balanced Scorecard 

Source: Amer, F., Hammoud, S., Khatatbeh, H., Lohner, S., Boncz, I. and Endrei, D., 2022. 

Using the B S C for Implementation 

Set t ing C l e a r G o a l s : T h e B S C h e l p s us t rans la te ou r A f t e r - S a l e s S e r v i c e s t ra tegy into 

s p e c i f i c g o a l s in e a c h a r e a . For e x a m p l e , Ta ta M o t o r s ' s e r v i c e c e n t r e c o u l d a im to 

i n c r e a s e r e v e n u e by 1 0 % , i m p r o v e c u s t o m e r sa t i s f ac t i on s c o r e s by 15 po in ts , r e d u c e 

repa i r t i m e s by 2 0 % , a n d t ra in all s e r v i c e a d v i s o r s o n n e w too l s wi th in s ix m o n t h s . 

T r a c k i n g P r o g r e s s : Ta ta M o t o r s wi l l ident i fy m e a s u r a b l e i nd i ca to rs (KPIs) to mon i to r 

p r o g r e s s f o r e a c h g o a l . Fo r e x a m p l e , w e c o u l d t r a c k r e v e n u e f r o m s e r v i c e c e n t r e s , 

c u s t o m e r sa t i s f ac t i on s u r v e y s , t he a v e r a g e t ime it t a k e s to f ix a ca r , a n d c o m p l e t i o n 

ra tes f o r t ra in ing p r o g r a m s . 

A c t i o n P l a n : D e v e l o p a de ta i l ed ac t i on p lan to he lp Ta ta M o t o r ' s s e r v i c e c e n t r e r e a c h 

e a c h g o a l . T h e s e p lans wil l ou t l ine s p e c i f i c t a s k s , w h o is r e s p o n s i b l e fo r t h e m , 

d e a d l i n e s , a n d the r e s o u r c e s n e e d e d f o r s u c c e s s . 
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Using the B S C for Review 

C h e c k i n g ou r P e r f o r m a n c e : Regu la r l y c h e c k the KPIs to s e e h o w the s e r v i c e cen t r e 

p e r f o r m s aga ins t the g o a l s . 

F ind ing G a p s : C a r e f u l l y a n a l y z e the da ta to s e e w h e r e the s e r v i c e c e n t r e fa i l s a n d 

n e e d s to c a t c h up . 

M a k i n g A d j u s t m e n t s : It is a d v i s e d to c h a n g e our s t ra tegy b a s e d on the f i n d i n g s . Th i s 

might m e a n ex t ra t ra in ing , bet ter c o m m u n i c a t i o n , or a l l oca t i ng m o n e y or p e o p l e 

e l s e w h e r e . 

W h y use the B S C for Tata Motors' Af ter -Sales Service 

T h e B a l a n c e d S c o r e c a r d ( B S C ) is an i nva luab le a s s e t to Ta ta M o t o r s , a s it f o s t e r s a 

c o m m o n ob jec t i ve of de l i ve r i ng e x c e p t i o n a l a f t e r - s a l e s s e r v i c e a c r o s s the ent i re 

o r g a n i z a t i o n . W i th regu la r mon i to r i ng a n d a n a l y s i s of the p e r f o r m a n c e , w e c a n swi f t l y 

p inpo in t a r e a s fo r e n h a n c e m e n t a n d mod i f y the s t ra tegy to a c h i e v e op t ima l 

o u t c o m e s . 

11.4.3 Implementation and review for S T 3 - A p p Revamp Strategy 

Leadership and Communicat ion: 

• Leadership Buy-In: S e c u r e c o m m i t m e n t f r o m s e n i o r m a n a g e m e n t , 

e m p h a s i z i n g the a p p ' s ro le in e n h a n c i n g c u s t o m e r e x p e r i e n c e a n d b rand 

repu ta t ion . 

• Dedicated Team: For the r e v a m p , f o r m a c r o s s - f u n c t i o n a l t e a m that i n c l u d e s 

t e c h n i c a l e x p e r t s , U X d e s i g n e r s , c u s t o m e r s u p p o r t r e p r e s e n t a t i v e s , a n d a 

pro jec t m a n a g e r . 

• Clear Communicat ion: A r t i cu la te the a p p r e v a m p g o a l s , t ime l ine , and 

e x p e c t e d i m p r o v e m e n t s to all s t a k e h o l d e r s a c r o s s the o r g a n i z a t i o n . 
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Align Structure and Systems: 

• Adapt for Agility: U s e f l ex ib le p ro jec t m a n a g e m e n t a p p r o a c h e s (e.g. , S c r u m 

or K a n b a n ) to a c c o m m o d a t e i terat ive u p d a t e s a n d rap id i s s u e reso lu t i on . 

• Metrics Integration: L ink a p p - s p e c i f i c me t r i c s ( usage , c r a s h ra tes , f ea tu re 

adopt ion . ) to b r o a d e r c u s t o m e r sa t i s f ac t i on a n d s e r v i c e c e n t r e p e r f o r m a n c e 

KPIs . 

Human Dimension: 

• Customer Focus: Invo lve c u s t o m e r s e r v i c e r e p r e s e n t a t i v e s in iden t i f y ing pa in 

po in ts a n d pr io r i t i z ing func t iona l i t y f i x e s . 

• Beta Testers: Es tab l i sh a be ta tes t i ng g r o u p of u s e r s to p r o v i d e f e e d b a c k on 

ear ly v e r s i o n s a n d r e d u c e the l i ke l i hood of w i d e s p r e a d b u g s u p o n r e l e a s e . 

• Transparent Updates: E a c h a p p u p d a t e s h o u l d c o m m u n i c a t e c h a n g e s , 

l imi tat ions, a n d the c o m p a n y ' s c o m m i t m e n t to i m p r o v e m e n t . 

Cont ingency and Adaptation: 

• Phased Rollout: R e l e a s e u p d a t e s g radua l l y , t es t i ng ca re fu l l y w i th sma l l e r 

g r o u p s of u s e r s to m i n i m i z e d i s rup t i on . 

• Alternative Channels: E n s u r e w e b s i t e a n d ca l l c e n t r e r e s o u r c e s a re p r e p a r e d 

fo r potent ia l t e m p o r a r y i n c r e a s e s in l oad a s the a p p is i m p r o v e d . 

• Monitor External Trends: S tay i n f o r m e d a b o u t bes t p r a c t i c e s in a p p 

d e v e l o p m e n t , c o m p e t i t o r o f f e r i ngs , a n d t e c h n o l o g i c a l a d v a n c e m e n t s . 

Review Process for the Revamp Strategy 

Establish Review Cadence: 

• Quarterly Reviews: A s s e s s p r o g r e s s aga ins t the t ime l ine , a n a l y z e k e y 

me t r i cs , a n d ga the r s t a k e h o l d e r f e e d b a c k . 

• Post-Update Reviews: C o n d u c t r e v i e w s af ter major u p d a t e s to eva lua te the 

e f f e c t i v e n e s s of c h a n g e s a n d ident i fy n e w a r e a s fo r i m p r o v e m e n t . 

109 



Measurement and Analysis: 

• Quantitative Metr ics: T r a c k a p p d o w n l o a d s , c r a s h ra tes , u s e r ra t ings , f ea tu re 

u s a g e , s e r v i c e b o o k i n g s m a d e t h r o u g h the a p p , a n d the i r s u c c e s s f u l 

c o m p l e t i o n rate. 

• Qualitative Feedback: A n a l y z e a p p s to re r e v i e w s , i n - a p p f e e d b a c k , a n d 

c u s t o m e r s e r v i c e da ta to u n d e r s t a n d u s e r e x p e r i e n c e s a n d sa t i s f ac t i on l eve l s . 

Holistic Evaluation: 

• Benchmarking: C o m p a r e the r e v a m p e d a p p ' s p e r f o r m a n c e a n d f e a t u r e s to 

c o m p e t i t o r s , l ook ing fo r insp i ra t ion fo r fu r ther i nnova t i on . 

• Internal Alignment: Eva lua te h o w we l l t he a p p in tegra tes w i th Ta ta M o t o r s ' 

b r o a d e r s e r v i c e o p e r a t i o n s a n d c u s t o m e r t o u c h p o i n t s . 

Course Correction and Continuous Improvement: 

• Prioritize Fixes: F o c u s on a d d r e s s i n g the m o s t f r e q u e n t u s e r c o m p l a i n t s a n d 

cr i t i ca l func t iona l i t y fa i l u res . 

• Iterative Redesign: U s e r e v i e w f i n d i n g s to g u i d e U X i m p r o v e m e n t s a n d 

s t reaml ine k e y f e a t u r e s . 

• Communicate Progress: S h a r e s u c c e s s s to r i es , pos i t i ve r e v i e w s , a n d me t r i cs 

d e m o n s t r a t i n g i m p r o v e m e n t wi th s t a k e h o l d e r s a n d the pub l i c . 
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12. Summary of proposed Strategy 

Th is c h a p t e r wi l l s u m m a r i z e the r e c o m m e n d e d s t ra tegy fo r Ta ta M o t o r s b a s e d on 

a n a l y s e s c o n d u c t e d u s i n g the Internal Ex te rna l M a t r i c (IEM), S P A C E a n a l y s i s , a n d 

S W O T a n a l y s i s . T h e tab le b e l o w s h o w s the r e c o m m e n d a t i o n s o b t a i n e d f r o m t h e s e 

a n a l y s e s . 

Table 6 Recommendation Based on the analysis performed 
Internal Ex te rna l Mat r i x S P A C E a n a l y s i s S W O T a n a l y s i s 

marke t pene t ra t i on p ro tec t its k n o w - h o w C a p i t a l i z e on the E V 

L e a d e r s h i p 

p r o d u c t d e v e l o p m e n t H o r i z o n t a l - f o r w a r d 

in tegra t ion 

R e v a m p C u s t o m e r 

E x p e r i e n c e 

mod i f y ex i s t i ng 

p r o d u c t s 

p r o d u c t d e v e l o p m e n t M i t iga te J L R 

D e p e n d e n c e 

M o d e r a t e e x p a n s i o n main ta in its marke t 

s h a r e 

Ta rge t the Luxu ry 

M a r k e t 

A g g r e s s i v e l y C o u n t e r 

C o m p e t i t i o n 

Source: Own processing 

T h e h igh l i gh ted r e c o m m e n d a t i o n s a re a c o m m o n o c c u r r e n c e wi th in the th ree 

s t ra teg ic a n a l y s i s f r a m e w o r k s . T h e s e r e c o m m e n d a t i o n s i n c l u d e n e w p r o d u c t 

d e v e l o p m e n t a n d marke t s h a r e re ten t ion , a n d Ta ta M o t o r s wi l l l ike ly f o l l o w t h e m . 
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Recommendation based on the proposed strategy 

Quality Control Enhancement: 

• F o c u s o n d a t a - d r i v e n d e c i s i o n - m a k i n g , p r o a c t i v e p r o b l e m p r e v e n t i o n , a n d 

c u s t o m e r t rust . 

• Es tab l i sh a robus t qua l i ty da ta s y s t e m , f o r m c r o s s - f u n c t i o n a l qual i ty t e a m s , a n d 

e m p h a s i z e p r e v e n t i v e m e a s u r e s . 

• Imp lement t oo l s l ike F M E A , S P C , a n d p red i c t i ve m a i n t e n a n c e fo r d e f e c t 

p reven t i on . 

• O p t i m i z e p r o c e s s e s , f o s t e r supp l i e r co l l abo ra t i on , a n d pr io r i t i ze c o n t i n u o u s 

i m p r o v e m e n t . 

After-Sales Service Improvement: 

• E n h a n c e c o m m u n i c a t i o n t h r o u g h l ive cha t , on l ine por ta ls , a n d p r o a c t i v e u p d a t e s . 

• S t ream l i ne s e r v i c e p r o c e s s e s , d ig i t i ze o p e r a t i o n s , a n d f o s t e r a c u s t o m e r - c e n t r i c 

cu l tu re . 

• Ut i l i ze s e r v i c e m a n a g e m e n t s o f t w a r e , d ig i t i ze PDI p r o c e s s e s , a n d ga the r 

c u s t o m e r f e e d b a c k sys tema t i ca l l y . 

• F o c u s o n c o n t i n u o u s learn ing a n d i m p r o v e m e n t , t r a c k i n g k e y p e r f o r m a n c e 

ind i ca to rs , a n d a n a l y z i n g c o m p l a i n t s . 

Tata Motors Service A p p Revamp: 

• Pr io r i t i ze f i x ing p e r f o r m a n c e a n d func t iona l i t y i s s u e s , c o n d u c t u s e r - c e n t e r e d 

r e d e s i g n , a n d i m p r o v e t r a n s p a r e n c y a n d c o m m u n i c a t i o n . 

• E n s u r e robus t c o n t i n g e n c y p lann ing a n d ga the r ana l y t i c s fo r s t ra teg ic 

d e v e l o p m e n t . 

• E n h a n c e c u s t o m e r sa t i s f ac t i on , i m p r o v e b r a n d repu ta t ion , i n c r e a s e s e r v i c e 

e f f i c i e n c y , ga the r d a t a - d r i v e n ins igh ts , a n d ga in a c o m p e t i t i v e a d v a n t a g e . 

T h e s e r e c o m m e n d a t i o n s a im to a d d r e s s qual i ty c o n c e r n s , e n h a n c e a f t e r - s a l e s 

s e r v i c e , a n d i m p r o v e the func t iona l i t y a n d usab i l i t y of Ta ta M o t o r s ' s e r v i c e a p p , 

u l t imate ly l ead ing to i n c r e a s e d c u s t o m e r sa t i s f ac t i on , b r a n d repu ta t ion , a n d 

ope ra t i ona l e f f i c i e n c y . 
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Conclusion 

T h e t h e s i s a i m s to e x p l o r e h o w Ta ta M o t o r s c a n s t ra teg ica l l y s h a p e its fu tu re 

pos i t i ve ly . T h e pro jec t f o c u s e s on s p e c i f i c d e p a r t m e n t s a n d a ims to d e v e l o p p rac t i ca l 

s t ra teg ies g r o u n d e d in a t h o r o u g h u n d e r s t a n d i n g of the c o m p a n y a n d the e v e r -

e v o l v i n g a u t o m o t i v e indus t ry . 

T h e r e s e a r c h b e g i n s by e x a m i n i n g the b a s i c s of s t ra teg i c p l ann ing a n d h o w 

b u s i n e s s e s a p p r o a c h it. S e v e r a l ana ly t i ca l t oo l s , i n c l ud ing V IRO a n a l y s i s , 4 P 

marke t i ng mix, B C G matr ix , 7 S a n a l y s i s , IFE matr ix , P E S T , P o r t e r ' s F i ve F o r c e s , 

s t ra teg ic m a p s , E F E matr ix , S W O T a n a l y s i s , IE matr ix , a n d S P A C E a n a l y s i s h a v e b e e n 

u s e d to c a r r y out a c o m p r e h e n s i v e eva lua t i on of Ta ta M o t o r s . Th i s eva lua t i on a ims to 

ident i fy the c o m p a n y ' s s t reng ths , w e a k n e s s e s , oppo r tun i t i es , a n d potent ia l T h r e a t s . 

T h e a n a l y s i s is not just t heo re t i ca l but is the f o u n d a t i o n fo r a c t i o n a b l e 

r e c o m m e n d a t i o n s . T h r e e c o r e s t ra teg ies h a v e b e e n p r o p o s e d to i m p r o v e Ta ta 

M o t o r s ' o p e r a t i o n s . T h e f i rst s t ra tegy f o c u s e s on qua l i ty con t ro l . Imp lement ing a 

p roac t i ve , d a t a - d r i v e n a p p r o a c h to qual i ty con t ro l is c r i t i ca l . T h i s i n v o l v e s robus t da ta 

s y s t e m s , f o s t e r i n g co l l abo ra t i on a c r o s s d e p a r t m e n t s , a n d e m p h a s i z i n g the 

p reven t i on of d e f e c t s b e f o r e t hey o c c u r . T h e bene f i t s of th is s t ra tegy i nc l ude 

i m p r o v e d p r o d u c t rel iabi l i ty, i n c r e a s e d c u s t o m e r s a t i s f a c t i o n , a n d r e d u c e d c o s t s 

a s s o c i a t e d w i th rework . 

T h e s e c o n d s t ra tegy e m p h a s i z e s a f t e r - s a l e s s e r v i c e . E n h a n c i n g the c u s t o m e r 

e x p e r i e n c e af ter a v e h i c l e p u r c h a s e is c r u c i a l . E x p a n d i n g the n e t w o r k of a u t h o r i z e d 

s e r v i c e c e n t r e s , s t reaml in ing c o m m u n i c a t i o n , a n d l e v e r a g i n g t e c h n o l o g y c a n m a k e 

a p p o i n t m e n t s a n d u p d a t e s m o r e c o n v e n i e n t . T h e g o a l is to c r e a t e a s e a m l e s s a n d 

s u p p o r t i v e s e r v i c e e x p e r i e n c e , f o s t e r i n g c u s t o m e r loya l ty . 

T h e th i rd s t ra tegy c e n t r e s on d ig i ta l i nnova t i on . Ta ta M o t o r s mus t pr ior i t i ze u s e r 

e x p e r i e n c e , func t iona l i t y , a n d p e r f o r m a n c e in a w o r l d of c o n n e c t e d v e h i c l e s wh i le 

e n s u r i n g robus t c y b e r s e c u r i t y . Invest ing in t h e s e a r e a s wil l d i f fe ren t ia te Ta ta M o t o r s , 

a t t ract n e w c u s t o m e r s , a n d so l id i f y its c o m p e t i t i v e pos i t i on . 
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T h e s e s t ra teg ies ta rge t the f u n d a m e n t a l s u c c e s s f a c t o r s f o r a n y c a r c o m p a n y 

ope ra t i ng in t o d a y ' s d y n a m i c marke t . Ta ta M o t o r s c a n p a v e the w a y fo r las t ing 

s u c c e s s i ns tead of me re l y t r e a d i n g wa te r by pr ior i t i z ing qual i ty , c o n s i s t e n t l y f o c u s i n g 

on c u s t o m e r n e e d s , a n d e m b r a c i n g t e c h n o l o g i c a l a d v a n c e m e n t s . T h i s a p p r o a c h 

t rans la tes to happ ie r c u s t o m e r s , g r o w t h po ten t ia l , a n d r e c o g n i t i o n a s an indus t ry 

leader . 

U l t imate ly , th is r e s e a r c h pro jec t p r o v i d e s a s t ra teg i c r o a d m a p fo r Ta ta M o t o r s to 

nav iga te c h a l l e n g e s a n d c o n f i d e n t l y p u r s u e e m e r g i n g oppo r tun i t i es . By c h a m p i o n i n g 

i nnova t i on , pr io r i t i z ing c u s t o m e r s , a n d u p h o l d i n g the h ighes t qua l i ty s t a n d a r d s , Ta ta 

M o t o r s c a n c r e a t e a br ight a n d s u s t a i n a b l e fu tu re fo r i tself , its e m p l o y e e s , pa r tne rs , 

a n d e v e r y o n e re ly ing o n Ta ta M o t o r s v e h i c l e s . 
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