
 

 

Business Report  
 

Question 

 

You have been hired as a consultant by ‘Tolstoy’s Toy Store’ to prepare a report for 

management on the issues outlined above. 

 

In your report: 

 

• Explain how product design and quality can be increased while maintaining a socially 

responsible focus 

• Recommend strategies for marketing that the business could implement to improve 

sales 

• Evaluate an operations strategy the business could use to improve corporate social 

responsibility. 

 

 

 

 

 

 

 

 

 

 

 

‘Tolstoy’s Toy Store’ is a large manufacturer of toys and children’s furniture with 150 

employees. The business has been operating successfully for 8 years. However, over the 

past year sales have fallen and management is looking at making a number of changes to 

improve overall business performance. 

 

Other issues include: 

• Product design and quality has decreased because of issues in the operations 

process 

• The company is not seen as socially responsible in how it operates its business. 

 

Management is looking to: 

• Improve sales 

• Improve product quality and design in the operations process to ensure competitive 

advantage  

• Improve the company’s operations to reflect corporate social responsibility. 



 

 

TO: Tolstoy’s Toy Store Management 

FROM: PA Consultants 

 

Tolstoy’s Toy Store (hereafter referred to as TTS) is a business that has experienced a drop in 

sales in the past year after operating successfully for a number of years. This dramatic change 

in business performance is due to the influence that many consumers are opting for products 

that are environmentally sustainable and have a strong focus on corporate social responsibility. 

This report aims to explain how product design and quality can be increased whilst maintaining 

a socially responsible focus, marketing strategies that the business can implement to improve 

sales will be recommended and an evaluation of the operations strategy of outsourcing will be 

linked to improving corporate social responsibility (CSR). 

 

1. Relationship between product design & quality and CSR 

Product design and quality takes place in the operations process. Operations management 

needs to take into careful consideration the output that they produce. Considerations includes 

that the design of the product suits customer’s needs (obtained through through market 

research) and wants and does not include any harmful attributes that may be dangerous to the  

consumer. Product quality must also be maintained where the furniture and toys that the 

business produces must be of ‘merchantable quality’. For example, TTS’s toy and furniture must 

not have any sharp edges that may harm small children, it must not have any faults and must do 

all that it is expected to do. This is known as an automatic guarantee and for TTS, this includes 

the furniture staying upright and not breaking during use. In this way, a business can maintain a 

socially responsible focus as consumer’s health & safety are considered in the product design 

and translated into quality.  

 

2. Marketing strategies to improve sales 

a) Product - Product differentiation and positioning 

Product differentiation and positioning is when a business finds ways to allow its products to be 

distinguished from those of their competitors. The addition of positioning allows their product to 

be perceived as desirable and of high quality. For example, TTS could design their toys and 

furniture that have a lot of colour and pattern. They could also include images of common 

cartoons that children enjoy. Adding characteristics such as these to their product will allow 

them to uphold a competitive advantage as their competitors may be manufacturing 

standardised children’s furniture. In this way, TTS’s products will be positioned in a way that 

consumers, especially parents, think that the business understands what children may enjoy 

and are specialised in their products.  

b) Promotion - sales promotion 

TTS could also implement the promotional strategy of sales promotions. This is a below-the-line 

promotional activity that provides short-term incentives to consumers that persuade them into 

purchasing the product. For example, TTS could hang large banners in their store stating “Buy 1 

furniture, get a toy half price”, with bright colours and bold fonts. As consumers walk by, they 

may notice these sales promotions and be enticed to walk into the store. If they are with 

children, then from that point on, their children may voice their wants when they see products in 

front of them. In this way, the major step of getting consumers into a store is achieved, allowing 



 

 

for them to purchase products based on these incentives and thus, improve sales for the 

business.  

 

3. Operations strategy to improve CSR - outsourcing 

Outsourcing is when businesses source the production of their products to companies outside 

the business themselves. This operations strategy may give the business access to labour with 

advanced skillsets, expertise, and aptitude. For example, the business can opt to outsource to 

countries such as China and Taiwan where the labour costs are low and the skillsets are high. 

As a result, it allows for efficient production of toys and furniture, improving the operations 

function and giving TTS a competitive advantage as costs are reduced per unit produced. This 

operations strategy can also be used to improve employment rates in third world countries 

where this may be lacking. As a result, the business would be assisting in community 

development and helping individuals and their families get back on their feet. In this way, the 

operations strategy of outsourcing provides countless benefits of efficient production, reduced 

costs and a focus on corporate social responsibility. 

 

Thus, in summary, product design and quality are important while maintaining a socially 

responsible focus on consumers and the public, the marketing strategies of product 

differentiation and positioning as well as sales promotions could be implemented to improve 

sales and the operations strategy of outsourcing can improve the operations process in terms of 

efficiency and cost, while improving on the business’s focus on corporate social responsibility. 


