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Introduction  
 
This report will be focused on a specific organisational context in which can demonstrate the importance of understanding workplace culture and context in order to improve one ability to function within the organisational norms. During the report keys aspects of the organisation will be discussed.

I will also talk about key themes and concepts of the business. The report will also talk about the culture and context of the organisation and the environment of the organisation by using appropriate techniques.

I will also take about external environment analysis, which is PESTLE analysis, I will also talk about internal analysis in the form of SWOT, and the stakeholder’s analysis.

I will also discuss about the culture and ethics show findings of problems within the organisation and critically talk about it with theories and models.   
 

[bookmark: _Toc18524213]Key aspects of the organisation:

Here I will be writing about the key aspect of the business and will be including information about information about Primark vision, mission, people, culture, history, approach, work practises, leadership and management within the business.

I will write a few facts about Primark;

· Primark opened its first store in Dublin in 1969 under the name Penneys. 
· Primark was founded in Ireland in 1969 also named as Penneys.
· There is over 350 stores operating over eleven countries across Europe and America. 
· Primark is a major retail group.
· Primark is very well-known company but still has not established online store.
· Primark offers customers up to date fashion at affordable prices, and value for money.
· Primark’s sells range of clothing from men, women to children. They also do footwear, accessories, beauty and 
· 
· homeware.
· Primark buying and merchandising teams in Dublin and Reading travel internationally to source and purchase items that best reflect each season’s fashion trend.



[bookmark: _Toc18524214]The Vision and Mission of Primark;

The definition of mission is when the company defines the business and the needs of covering their products of service. It is also the development of the publics image of the company on the market.
The mission of the company is the answer of the question?
“why does the company exist?”
Primark statement of mission is for Primark to supply quality clothing a price perceived to offer real value.
The definition of vision is a statement which sometimes is referred to as a picture of your company in the future but it’s also so much more. 
The vision statement is for the company’s inspiration and the framework of all your strategic planning. 
The Primark vision statement is to provide quality products and services to their customer through price strategies.
“a low-cost strategy is not a cheap strategy for a company”


[bookmark: _Toc18524215]History of Primark is;
 
I would like to talk and state a few facts about a few things regarding the background relating to Primark fashion industry;
· Primark is an Irish fashion retailer owned by Associated British Foods (ABF) which is seen as one of the biggest fashion retailer success stories of the biggest decade.
· Primark is also known best for their outstanding low affordable reasonable low prices and their high value offering.
· High street staple has extended its reach across Europe and overseas into USA, but due to the struggle of Primark were having to overcome the consumers pre-fixed notion that fast fashion is not sustainable and certainly not ethically made.
· After the tragic collapse of Rana Plaza, which was the deadliest accident in the history of the fashion garment industry.
· April 24, 2013 a building house near Dhaka, Bangladesh caught fire to the garment’s factories, which manufactured products for approximately 28 brands.
· After the incident in Bangladesh 1,138 workers were claiming lives and approximately over 2,000 were claiming injures.
· The International fashion industry and other co-working brand, together they protected those not most vulnerable in their supply chains.
· Primark also had a big wakeup call after the incident, which was an immediate call for action, whom also sourced for New Waves Bottoms, supplier in Rana Plaza, to look closer at its ethics and CSR to check for improvements.
· Primark was amongst the first retailers to sign the Accord on Fire and Building Safety in Bangladesh, which is initiated by the Industrials and UNI Global.
· Primark factory victims was one of the first to receive financial support and food aid, immediately following the disaster.
· A total of 14 million dollars to date was paid by the value retailer whom pledged to give both shot and long-term financial compensation to those affected by the factory collapse.
· Since the accident Primark has continued to work with local partners and non-profit organisations to ensure any support or funds that was given to workers and their families it would be secure by offering financial advice and guidance.

· Competitors of Primark like H&M have been extremely open in communicating their sustainable initiatives to the public through campaigns such as ‘close the loop’.

· Primark has been quiet on what it does on terms of sustainability, ethics and labour rights.

The Chief Executive Officer of Associated British Foods named George Weston states;
“Historically we did not say anything, people believed that we were not sustainable at all, when we were just trying to find our comfort level in communicating”
The Chief also states;
“It’s not something new, its business as usual and we have been doing it for a very long time, but now our customers are asking us about it, so we are talking about it more”

Over the years Primark has implemented a series of strategies and initiatives which can vary from improving on livelihoods of its garments workers, to reduce its carbon footprint as well as chemical usage, water usage and also waste output, to using more materials which is more sustainable to use.
The Chief Executive also stated;
“Our purpose is to provide safe, nutritious, affordable food and clothing that is great value for money. In doing these things well we know we contribute to making millions of people’s lives better”.

The Parent company of Primark in ABF 2016 Corporate Responsibility Update that however their decentralised structure, which is combined with the wide range of their activities, which means it is not straight forward for people outside the Company to assess the differences they make to society.
It is why they have begun to explore how they can better measure in what they do and might provide more credible and tangible evidence of their business impact.

[bookmark: _Toc18524216]Work practises in Primark;

So, what is it that makes Primark such a brilliant place to work? 
That’s the question we ask and found out by researching that is it the non-stop, fast paced culture? Or is it the fun fashions everywhere you look? Or could it be the chance to grow and grow?
Of course, it is, but that’s not the only thing not at all. If you research below the surface at the beating heart of Primark’s culture, you’ll find an unshakeable commitment to diversity and inclusion.
Primark differences makes them stronger as each individual worker makes Primark special.
There in an environment where people are valued, and each individual difference are celebrated and leveraged.

[bookmark: _Toc18524217]The Official Diversity line of Primark:

The official diversity line from our Equal Opportunities Policy.
Primark stores Ltd is an Equal Opportunities Employer. The purpose of this policy is to demonstrate the company’s commitment to an environment of Equal Opportunities to both employees and potential employees.
Primark does not permit unlawful discrimination of any kind against any person on any grounds, which also includes;
· Race
· Colour
· Ethic Origin
· Creed
· Sex
· Religion
· Disability
· Mental status.
Unlawful discrimination is defined as though as treating a person less favourably than others would be treated in any similar situations or circumstances.
All companies’ policies are based on Equal Opportunities and fair treatments ensuring the promotion and practice of equality of opportunity for all. 
 
[bookmark: _Toc18524218]Our Behavioural Competencies:

Primark has skills, knowledge and behaviours that enable them to perform at their very best, as each individual and as a business.
· Working with other – they work with each other as a team and bring the best out of each other.
· Decision Making – Primark make sense of information in order to make the right choices for the business.
· Self-Direction & Agility – Plan ahead and motivate to always sustain Primark’s future growth.
· Customer Experience – Primark is always thinking of customers internally and externally when doing things for the business.
· Innovation – Primark develops new ideas and push’s their boundaries to continuously improve the working environment.


[bookmark: _Toc18524219]Primark Behaving Ethically;

Primark do things a little differently and is always ethically done. Primark prices is always done to their smart thinking and will never come at the expense of the actual people who produce them. Their welfare is non-negotiable.
Primark fair play and safe, suitable, healthy working conditions all must comply with rigorous international standards.
Primark’s very own Ethical Trade and Environmental Sustainability Team always make these checks by carrying out thousands of audits each year.
Primark has a zero-tolerance policy on child labour, which is why Primark insists on respect for workers’ rights.
Primark also take the same no-nonsense approach where their production process and supply chain are concerned. They also root out waste and create efficiencies whenever they find room to manoeuvre.
Primark go above and beyond to examine every aspect of their operation to keep prices low and affordable, but it’s also how Primark reduces their environmental impact too.

[bookmark: _Toc18524220]Leadership and Management in Primark;

The definition of leadership can mean a lot I have stated a few points below:

1. The individuals who are the leaders in an organization, regarded collectively.
2. The activity of leading a group of people or an organisation or the ability to do this.

Leaderships involves:
1. Establishing a clear vision.
2. Sharing that vision with others so that they will follow willingly.
3. Providing the information, knowledge and methods to realize that vision.
4. Coordinating and balance the conflicting interests of all members and stakeholders.

A leader steps up in times of crisis, it is also able to think and act creatively in difficult situations.
Unlike Management, Leadership cannot be tough, but may be learned and enhanced through coaching or mentoring.
3. The act of inspiring subordinates to perform and engage in achieving a goal.
(BusinessDictionary.com, 2019)

[bookmark: _Toc18524221]External Environment Analysis:
[bookmark: _Toc18524222]PESTLE Analysis:

Definition of PESTLE is to analyse an analytical technique used for the strategic analysis of organizational surroundings. PESTLE is an acronym and each letter represent a different type of external factors: political, economic, social, technological, legal, ecological.
(ManagementMania.com, 2019)

A diagram below of a PESTLE with each letter meaning is shown below:
[image: See the source image]

(I0.wp.com, 2019)


 PESTLE:
 The PESTLE analysis for Primark is broken down below with a few points related to each point;

Political:
· Stricter taxes policy from the government.
· International, National, Regional and locals polices.
Economic:
· Rise in unemployment.
· Decrease in disposable Income (Recession Period)
Socio-Cultural:
· People are becoming financially careful.
· Higher level of education in the population.
· The society is becoming more aware about social concerns.
· Change in people’s lifestyle, addiction and needs.
Technological:
· Rise in technology and innovation.
· Speed of delivery.
Environmental:
· Recycling paper.
· Street cleaning.
· Weather conditions, Rain, Temperatures.
Legal:
· Street selling regulations.
· Consumers rights.
· Employments Laws.
· Immigration Issues

[bookmark: _Toc18524223]SWOT Primark;

SWOT analysis of Primark analyses the brand/company with its strengths, weaknesses, opportunities & threats. Primark is one of the leading brands in the lifestyle and retail sector. In addition to SWOT Analysis, the table below also lists the top Primark competitors and elaborates Primark segmentation, targeting, positioning & USP

Strength:
· Primark has enjoyed tremendous success in the last couple of years due to its value proposition of low prices which has ensured it becomes the low-cost leader in low-priced. “disposable” fashion.
· Overtaken the Arcadia Group to become third largest clothing and footwear retailer in the UK.
Weaknesses:
· Consumers perceive it as unethical.
· Further damage to ethical reputation after the Rana Plaza disaster that killed 1,138 workers in which it was implicated.
· Primark also suffers from a consumer perception that is a basic brand and not trendsetting or stylish.
· Heavy reliance on UK market.


Opportunities:
· Rising obesity levels present a major gap in the market for Primark to cater to plus-size consumers.
· The ageing in the UK population also represents an opportunity for clothing retailers to serve this market.
· Growth of online commence offers Primark new sales opportunities to sell to new or existing customers in the future.
Threats:
· British exists from Europe likely to cause uncertainly.
· Brexit also likely to cause adverse transactional effect on profits margins.




[bookmark: _Toc18524224]Aims and Objectives

The definitions of aims are when a business wants to go in the future, so goals are set, it is a statement of purpose.
The definition of business of objective is when stated, measurable targets of how to achieve business aims.
(tutor2u, 2019)
[bookmark: _Toc18524225]Stakeholders Analysis;

I will take about a few stakeholders of Primark and lit them in bullet points below;

· The stakeholders of Primark store are engagement with external stakeholders in relation to the Ethical Trade of issues when it is supplied within base.
· The Trade Union represents the workers of Primark.
· The Governments of countries in which the factories and stores are located.
· The Customers all want to know if all the products they purchase are made ethically.
· The Non-Government Organisations with the local and international knowledge are to help build up solutions for workers.
· The Shareholders are the risk of the reputation and therefore the business value in relation to their investment in the company
· The Workers and the Communities in the countries where the clothes are manufactured.
· The Suppliers which is the third-party suppliers and factories producing goods.
[bookmark: _Toc18524226]Culture;

The behaviours and values that contribute to the unique social and psychological environment of an organization.
Organizational culture incudes the expectations, philosophy, experiences and the values of the organization that holds it all together. It is also expressed in its self-image, inner workings, interactions with the outside world, and the future expectations. It is based on shared attitudes, customs, beliefs and the written and unwritten rules that have been developed over the time which is considered valid.
Corporate Culture it shown in the ways the organization conducts it is stated the organisation the ways of conducts in its business, how it treats the employees and customers, as well as the wider community.
It is the freedom of allowing a decision, developing new ideas and the personal expression. Power and information flow through its hierarchy and how the committed and devoted hard-working employees are towards collective objectives. 
It influences the productivity and performance which provides guidelines on customer care and service, product quality and safety, punctuality and attendance and the concern for the environment.
It also extends to the production methods, marketing and the advertising practices and to a new product of creation. It is unique for every organization and is one of the very hardest things top change. 
I would like to talk about the culture in Primark and their problems they are facing within the organisation. 
I would like to also talk about some theories and include some models regarding the issue and explain how they can be used to solve the situation within the organisation.
I have included an objective picture below which shows a few objectives of Primark;
· Worldwide reach 
· Adding a communication channel and engaging well.
· Cheap customer service – FAQ.
· Increasing big scale advantages.
· Neat shopping to then improving the brand.
· Increasing the sales.
There are also two threats:
· Not a global brand.
· No advertising.
As you can also see Primark follow the 5 S’s which are;
· Sell
· Speak
· Serve
· Save
· Sizzle

[image: See the source image]
(Bing.com, 2019)


Customer service in Primark is quite bad when dealing with customer care, I have previously worked for Primark and the number of customers complain about a lot of things which I will list a few inn bullets points below;
· Long ques
· Not assisting customers properly
· Clothes all over the floor
· Having customers service only for changing or returning items

I will talk about each bullet point in more details the long ques customers regularly complain about is when the customers are standing in the que for over 30 mins to an 
hour which sometimes extends due to people randomly pushing in.
Not assisting the customers where the employee is asked a question about an item or a where about of an item then the response is not a good one or they tend to fob of the customers to another employee without even helping them.
Clothes all over the floor is when customers are looking at clothes but not putting it back properly and the staff are not moving fast enough to putting it back so that other customers can check and have a look themselves, or sometimes there is no staff at all around the area which needs attention or needs clearing up.
Having the customer service area which is only for changing or returning items and if you have additional items then you have to line up again using the normal tills and not the customer service till which a lot of customers are not happy about and make a complaint about the procedure.
I think Primark should have a look at some of their customer complaints and see what can be done I would personally look at the problems and use certain theories and models in order to solve the situations.
I will show some theories and models which can be applied to solving the problems.
The diagram shown below is called a Servqual Model, which is a model by designed by Zeithaml, Parasuraman and Berry to compare all service quality performance with customer service quality needs.
It is also used to do a GAP analysis on any organization’s services of quality performance against the needs of the customers. It considers the perceptions of the customers importance of the service attributes; this performance helps or allows an organization to prioritize. (Brief, 2019)
The main aspects of the service quality are RATER which stands for;
· Reliability
· Assurance
· Tangibles
· Empathy
· Responsiveness.
I think by using the serviqual model Primark will benefit form by being more reliable and consistent to what they advertise and train their employees to work at the standards advertised.
They should work on assurance and train more when dealing with customers to be certain on the information required for the customers or even for the co-workers.
They can use the model also to be have more empathy towards customers and to be a confident well-spoken employee whim is always representing the company at all times should learn to be responsive with quality. 
[image: See the source image]
   (Marketingstudyguide.com, 2019)


The model below is CRM which stands for Customer Relationship Management which is good to use to resolve some of the issues Primark is facing with the customer services.
CRM is an approach to managing a company’s interaction with current potential customers or even future potential customers that try to analyse data about the customers history with a company and to also improve business relationships with all customers. Mainly focusing on customer retention and ultimately driving sales growth.
Using this model, the managers or HR can relate the model to the complaints given by the customers and resolve matters which would impact great performance and outstanding results within the business.
They could use the model to identify the problem then look at the problem then come up with ideas and some strategies to solve to issue and then choose the best solution and end with outstanding results, leaving the customers happy with the organization and the workers and also leaving the business with a mind set of returning back again or even also leaving outstanding reviews on line. 
[image: ]
(Shreemitconsulting.com, 2019)

The E-Commerce is the purpose to provide the business through transactions of goods and services and data interchange which is all via the internet.
E-Commerce is an online shopping place where goods are bought and goods are sold, it is also used for transmitting of funds or data over an electric network which is primarily the internet.
I think Primark have more E-Commerce strategy put in place it is good for the business and now a days the population of people enjoy on line shopping which they find more convenient in there day to day life style, but having e-commerce can also have down sides just like anything else but having e-commerce will help Primark with showing people more on line to choose from the own comfort of their own home or environment.
e-Commerce will also help the business have a better understanding of what is required by there customers, they can also see what fast selling is, they can also see reviews and comments, using e-commerce will be a great idea to establish in Primark.
.

[image: ]
(45.33.81.160, 2019)
[bookmark: _Toc18524227]Ethics:
[bookmark: _Toc18524228]Understanding business ethic;
[image: ]
(Shop.businesscasestudies.co.uk, 2019)

Primark CSR Policy:
· Employees have equal opportunities based on merit.
· Suppliers are treated fairly.
· Local communities are respected and supported by Primark.
· The company takes its environmental responsibilities seriously.

CSR: -
· CSR is a process with the aim to embrace responsibility for the company’s actions and encourage a positive impact through its activities on the environment, consumers, employees, communities and stakeholders.

Corporate Governance:
· Corporate governance involves regulatory and market mechanisms, and the roles and relationships between a company’s management, its board its stakeholders and other stakeholders, and the goals for which the corporation is governed.

Sustainability:
· Sustainability is the long-term maintenance of responsibility which has environmental, economic and social dimensions, encompasses the concept of stewardship and the responsible management of resource use.

[bookmark: _Toc18524229]Recommendation

Here I would like to highlight a few key points of the organisation which can be improved on or can also be changed reading a few issues within the organisation, as I have written before in the report about what is good in Primark and the bad but as recommendations I strongly believe if Primark was to have certain strategies in place a lot would be different.
They should have regular meetings with staff, to keep updated on progress and give training to employees who require it.
They should action to poor customer service and show others it won’t be tolerated at all.
They should also have the staff give feedbacks and ask for ideas to bring forward for the business to grow, managers and employees have to all work together in order for a business to grow and perform excellent and have customers always praising the company.
[bookmark: _Toc18524230]Conclusion;

I have written a report on the business organisation called Primark and have explained the background of Primark ethically and critically spoke about it too.
I have also mentioned a few problems within Primark and have showed a few models and theories that can be used to resolve matters and help Primark grown better and be more successful than they already are.
I have also given my own recommendations too.
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