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I. Introduction
“Tower Bridge Dry Cleaners are a laundry and dry cleaning company whose main business is providing professional laundry and dry cleaning services (…)”. (Tower Bridge Dry Cleaners) The company has been providing its services for 35 years in the center of London. The key to success and its continued growth is due providing “the best quality of dry cleaning and laundry services at extremely competitive prices and impeccable quality”. (Tower Bridge Dry Cleaners)
Tower Bridge Dry Cleaners have formed by the directors of Drycleaners London Ltd and Aron Dry Cleaners Ltd. The new entity has focused on providing the highest quality of service to the corporate market including deluxe hotels, office buildings and corporations. Actually, through its sisters' companies, directly or indirectly, Tower Bridge Dry Cleaners services many luxurious four-star and five-star hotels in London. Amongst the famous customers of Tower Bridge Dry Cleaners are Four Seasons, Hilton Double Tree-Dockland Riverside Rosewood Hotel, Millennium Hotel Knightsbridge, Millennium Baileys Hotel, Millennium Gloucester Hotel Kensington, Millennium Mayfair, The Exhibitionists, London Marriott Hotel Maida Vale, Westbury Mayfair, St Ermins Hotel, Pullman London St Pancras. And others as well as prestigious office buildings such as Tower 42, 99 Bishopsgate and Broadgate Tower. The combined entity also operates retail outlets in Central London.
The company Tower Bridge Dry Cleaners is well known within the industry, and it functions amongst the best. It is often contacted by other hotels that don't use regular service whenever they have a special request. The company provides services to individuals as well as large corporate accounts 24 hours per day seven days per week. 
Tower Bridge Dry Cleaners is located near Tower Bridge in London. It has its own factory 10,000 sq. Ft. production premises. The company has invested in the latest high tech dry cleaning machine and supporting equipment to provide the highest quality cleaning and pressing in the industry. One of the strengths is that all production activities are carried out under one roof. The entire process of dry cleaning is done in its own premises by professionals with proven qualities; this is the only way that it can guarantee that the garments have treated with the most exceptional care. 
Tower Bridge London Dry Cleaners has a full range of cleaning services in its portfolio, amongst which are laundry, dry cleaning, Repair and restoration services, Platinum, monthly, and corporate accounts. Each of these services is described below:

Laundry
[image: Laundry]
The exclusive service of dry cleaning of Bed Linen includes “stain removal, cleaning, hand press, minor repairs, inspection and packing”.(Tower Bridge Dry Cleaners) This service ensures that the true colors of the bed linen will be preserved after the procedures. 
The company has also created a commercial laundry department, where a team of professionals process socks, underwear, cotton pants, sheets, and other items that need to be wet cleaned. They pay exceptional attention to each detail depending on the material, and its colour to ensure the highest quality of the service. 
Dry cleaning
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Tower Bridge London Dry Cleaners dry clean a large variety of clothes and all types material, such as silk, polyester, cotton, and rayon; and even leather, suede, fur, and other animal skins. Using the high technologies, the experienced employees and many procedures and operations, the stubborn stains are being removed. 
The employees have passed several trainings in their area of expertise to identify, clean and or finish all garments correctly, and to exercise any special procedures when handling the items. It is one of the company greatest strength, which plays an essential role in the market competition. 






Repair and restoration services
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Shoe repair
Tower Bridge London Dry Cleaners has also included shoe repair service in its various portfolio. The facility consists of the professional polishing, heel and sole replacement, and almost any other request a customer may have for shoes and boots. The company has a unique athletic shoe care system, which safely cleans, conditions, and deodorises all athletic shoes. 

Tailoring and alterations
The “alterations can make the difference between a garment that looks [well] and one that looks great on [the customer]”. (Tower Bridge Dry Cleaners) Alterations are of the highest quality. Fitters and tailors, working for the company, have extensive knowledge about altering, dresses, skirts, jackets, shirts, pants, suits, and outerwear made from any material including leather, suede, fur, cotton or synthetic. The service includes replacement of zippers, shortening of sleeves, repairing straps, resetting buttons, shortening or lengthening hems, or anything that a customer may request to be reconditioned, remodelled or rebuilt. 
Restoration
Tower Bridge London Dry Cleaners provide fabric restoration services. These are specialised in the restoration of garments particularly those damaged in smoke, fire or flooding. 
Platinum, monthly, and corporate accounts
Corporate services
Tower Bridge Dry Cleaners company also performs corporate services. Amongst the customers of the company are many financial institutions, large corporations and also luxuries and leading hotels. 
Due to being on the market for so many years Tower Bridge Dry Cleaners is very well aware of the needs of its customers, which are corporate institutions as their cleaning services add value and convenience for the customers` employees and thereby increase productivity and the efficiency of the employees. With the large variety of services, “from carpets to neckties, napkins to uniforms, Tower Bridge Dry Cleaners has” all business sectors and specific requirements covered. (Tower Bridge Dry Cleaners)
Monthly accounts
Tower Bridge Dry Cleaners offers Monthly Charge Accounts at no additional charge. The idea of this service is to allow the customer to receive just one bill at the end of each month, instead of writing a check, dealing with cash or waiting on charge card slips. It helps speed up dry cleaning errand, saves time and allows to take care of charges with a consolidated payment at the end of the month. 
Platinum service
The “regular service provides the best quality dry cleaning and laundry service”, [however, some] garments require extra special care such as lace bed linen and wedding gown (…). The Executive Service provides [the customer] with that little extra”. (Tower Bridge Dry Cleaners) All garments are professionally hand finished, minor stains and damages are removed and repaired, missing buttons have replaced and where applicable linings have pressed out and inside and tissues in the sleeves.
II. Discussion
The employees of Tower Bridge Dry Cleaners are responsible for serving, cleaning, pressing, mending and sewing a variety of different items, but most often clothing. The operations may involve hand-cleaning issues using solvents, chemicals, detergents, bleach, or other cleaning items to remove stains and spots. Also, dry cleaners are responsible for operating machines such as washers, dryers, extractors and dry cleaners. They often presoak, sterilise, scrub or dry contaminated or stained items before loading them into the machines. They offer additional services such as pressing or steaming certain items before pickups. The above is only a description of the daily tasks of the employees. Each of them is also responsible for keeping the good image of the company. 
Employees are valuable asset for each organization and are the key to its success. This is also valid for the employees of As the Tower Bridge Dry Cleaners. The company is aware that the trained and skillful employees are a high strength, which is essential for the quality of work and needed for the competitive market. The employees take classes in cleaning techniques and the knowledge of fabrics, dyes, solvents and cleaning solutions. Each employee typically receives a short-term, on-the-job training as part of the onboarding program. This trainig can include cleaning techniques, stain treatments and fabric cleaning. Tower Bridge Dry Cleaners employees are aware of the manufacturing processes, raw materials used and quality control technology. All these trainings reflect not only in increased quality of work, better individual performance and also better knowledge of the different processes and techniques, but also in building a team of experts, which is able to meet the customer expectations and increase customer satisfaction. 
The responsibilities for a shop assistant role in Tower Bridge Dry Cleaner is to:
· Serve Customers
· Make orders
· Ticket garments
The employees working as assistants at Tower Bridge Dry Cleaners possess excellent customer service skills, as they interact with clients who are picking up or dropping off their items. They have experience of processes and principles for personal services providing. It includes compliance with service quality standards, needs assessment and customer satisfaction. As front end employees they have perfect communications skills and are giving attention to what other people are saying, asking questions, and not interrupting at inappropriate times, taking time to understand the points to be made. Because of the full range of duties in dry cleaning and serving, the role of the shop assistant is significant for Tower Bridge Dry Cleaners. Thus, these employees need to take different trainings to develop their soft skills, for example Communication trainings.  
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III. SWOT Analysis
By executing the external and internal analyses, a profound information base for formulating a business strategy has found. The results of both investigations, which contain strengths and weaknesses on the inner side and opportunities and threats on the outer side can be combined and confronted with each other (Bauer, S. (2016)). This called SWOT-analysis (short for Strengths, Weaknesses, Opportunities, Threats), which "applies a general framework for understanding and managing the environment in which an organisation operates" (Fleischer, C.S., B. E. Besoussan (2015); Welge, K., A. Al-Laham (2003); Lynch, R. (2012)). The SWOT-analysis generates outcome by isolating the significant issues of the four elements. Afterwards, four strategic courses of action can make by combining internal and external factors. The process of developing the four strategic courses of action visualised in  Figure 1. 
[image: ]
Figure 1 Model of SWOT-analysis (by Fleisher & Benssousan (2015)

The SWOT Analysis for Tower Bridge Dry Cleaners includes several topics for each dimension as following (Maha SagarPublications 2014)

Strengths
· Tower Bridge Dry Cleaners has its own factory 10,000 sq. Ft. production premises in London near Tower Bridge;
· Tower Bridge Dry Cleaners has fee collection and delivery from Monday to Friday serving all of Greater London (on all orders over £20);
· The employees in Tower Bridge Dry Cleaners have passed different pieces of training to ensure that they have the needed knowledge and are professionals in helping, cleaning, pressing, mending and sewing a variety of different items;
· The employees working as shop assistants have excellent communication skills and follow the best practices of serving the customers. Their professional manner of interaction with customers is crucial for building trust and stable relationships with the customers. This has a positive impact on the brand image. 
· The managing members are committed and dedicated to many pieces of clothing; there is no alternative to dry cleaning;
· Legislation to follow strict hygiene codes bind areas such as the food and medical sectors, and textile groups can tailor these;

Weaknesses

· Because of the maturity of the the sector the opportunities for growth are limited.
· Easy to find cheap clothes that are not going to be dry cleaned.

Opportunities

· Local dry cleaners can extend their service offers into the laundry and unique finishes, as well as other clothing care areas, such as leather;
· The ongoing shift towards service-based industry continues to present more opportunities due to the importance of presentation in customer-facing sectors;
· Door-to-door retail and corporate services have still expanded;
· The availability of advanced technology in the form of industrial washing machines and dryers will be an opportunity for the business.

Threats

· The development of lower maintenance fabric and clothing may reduce demand or negate the need for some services;
· The sector is subject to stringent legislation, and concerns about chemicals and the environment may lead to further restrictions;
· Despite consolidation in the market, there remains an oversupply in the market which depresses prices;
· The threat from well-established competitors.

Conclusion
In its 35-year history, Tower Bridge Dry Cleaners has established itself as one of the leading companies in the sector of dry cleaning and laundry services in London. The business relationships with individual and corporate customers (including four-star deluxe and five-star deluxe hotels, office buildings, corporations and financial institutions) have been built on the highest quality of service, trust and responsibility. The company is aware that for its success it needs a team of professionals and thus it invests in employees' development by conducting a large variety of trainings, which increase the quality of services and enhance employees’ soft skills. 
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