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           The strategic approach of a firm is used in navigating the market and dealing with competition. A firm uses its strategic approach in decision-making, setting goals, and examining its operations' strengths and weaknesses. The aspects are present in the strategic approach of ScotRail Company; customer journey, segmentation, targeting, overall communication approach and services offered.
Customer Journey
· ScotRail deals with a variety of customers who choose their train services. The customers range from tourists, those in need of business trips and leisure.
· From the customers of the organization, 47 percent choose the train services for leisure, 39 percent for commuting services, while 14 percent for business trips.
· The firm has the objective of providing the best railway services in Scotland, increasing its customers. Based on the national Passenger Railway Survey, conducted in 2018 and 2019 to establish customer satisfaction of ScotRail, the following was found. A79 percent of the customers who completed the survey claimed that they contended with the services offered by ScotRail (Our Business Areas | ScotRail. (2021).
· Also, the overall customer satisfaction increased by 6 percent in 2019 compared to the 79 percent satisfaction in 2018. The aspect of punctuality and better handling of customers has increased the number of customers for the past three years. In 2019, for instance, more than 99 million passengers used ScotRail.
Segmentation
· ScotRail Company has three prominent market segmentations.
· The organization has divided its customers based on the nature of the trip they take. For example, the tourists who board the train fall under the leisure segment, the commuting segment involves workers, while the business trip entails work and other official business.
· The demand of each category of customers varies depending on economic aspects.
Targeting
· The first-class tickets, which have benefits such as extra comfort, flexibility in the ticket options, and free drinks, are used to target the wealthy and the middle-class citizens.
· For the business trips, ScotRail targets middle-class earners.
· The firm targets tourists for the leisure segmentation, both local and foreign.
· In the commuting segment, the organization targets low-income earners and the middle class.
Communication approach
· ScotRail has the "check your journey," an online platform where customers can check the network map, set alerts, and check other services. The platform helps in fostering effective communication and interaction.
· For urgent inquiries, the contact information is provided where customers can call at any given time.
· The online portal of ScotRail is also helpful in enhancing communication as customers can leave a comment, complaint, or a claim for a refund which the customer service team responds. 
Services offered
· Offers delivery services across the country
· Provides train services for business trips, leisure, and commuting services.
· ScotRail offers free tickets for Job-seekers attending interviews.
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