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Introduction



     Guess was founded in 1981 by the Marciano brothers and created an iconic global lifestyle brand with strongly held values (Guessinc.gcs-web.com, 2019).
The Company directly operates 1,161 retail stores in the America, Europe and Asia. The Company’s partners operate 558 additional retail stores worldwide. (Anon, 2019). This licensing fashion industry is designing clothes and accessories for women, man and children’s.
    The purpose of this case study is to investigate further the mark Guess and the writer of the report works in one of the Guess stores. The store is located in United Kingdom, London. The company is driving by principles and inspires employees in their daily base work. The principles are: transparency- to be created an honest atmosphere, positive impact for the people who follows the brand and its workers. Also feedback about products is taken constantly, people who works there should have sense of fashion and to be fashionable looking. The design of the products has contributed to the growth of the reputation and loyal customers. The principles are made to achieve their 2021 goals and to share about the progress. The company’s mission is to operate with integrity: Stakeholders Engagement, Good Governance, Ethics and Human Resource, Risk Management, Transparency and Assurance, Industry Collaboration and Costumer Experience. Empowering people, creating a great atmosphere and place to work. They organise team games persuading the employees to achieve targets in a fun and productive way giving motivation and making customers to always come back. (Sustainability.guess.com, 2019)
   Values are important in order to set the image of the brand and to transmit this to their employees and employees to the customers. Creating acceptable conditions for the employees within the workplace as security, fire and safety, breaks and lunch time based on hours worked. Protecting workers in the supply chain- to expand the strengthen. Their suppliers are responsible to maintain the program and to protect the communities. The corporate associates through learning and collaborate about environmental and social challenges. 


        

Customer service

‘’Research have defined customer service expectations in a variety of ways but with no conceptual framework to link different types of expectations’’ (Anon, 2019). Customer service must be based on each of type of customers. The employees need to study them before they approach in order to make them feel comfortable so they are sure about what they want to purchase. The entire experience must be followed up in small steps. Firstly, ensure the employee is offering all the information about its knowledge and what the customer actually needs. The goal of each employee is to make the customer come back in the store to spend more money. The amount of the transaction is important due to the set targets. However, the impression left to the customer is that he / she is the most important and that drives the business in a long term and creates the image of the entire brand. The steps are starting with the friendly smile followed by greeting.







Employee retention


Every single employee is trained to be multitask able (from the folding up to standards, ensuring every product is immaculate steamed and placed in the right collection), but ones they have customers in the store everyone needs to offer them 100% attention. It is all about prioritising the importance and these are the customers. As an overview all the generations of customers are included in the company’s guess list program which provides the benefits of promotions and birthday discounts. The role of the employees within the organisation is a clear and defined by putting passion in everything they do. The key skill of every single employee no matter the position level is to work in a team for the best of the business. Thinking outside of the box, having initiative and look for opportunities to make more sells. Workers should be creative and open to other’s people ideas, having the skills regarding customer service at a high level, being able to go extra mile to achieve the goal. Also listen to every visitor in the shop as he / she is a potential client. Knowing sizes and also understands customers wishes. There are strict Key Performance Indicators of the company and they are implied to maximize the profit. Footfall plays an important role in the entire business. Ensure there is a comparison to last year achievements and that is convert more customers in order to make the other key performance indicators positive. The role of each employee is to work in a team and be genuinely kind and honest in order the business to have positive results. Listening to the customers and bringing feed-back is essential to improve the sales. Every single day has set target and the amount is compared with last and employees must ensure that goal is done by end of the day. Sometimes the store doesn’t achieve the goal because there are factors which influence as meteorological or economic factors. Visitors being less than previous year but that’s the moment when the managers must take action regarding big receipts, pushing for units per transactions to be a high one and upselling with alternatives for every single miss opportunity. The most important is to achieve the Total Month Target and to take advantage of every single moment to make it happen. In every single business you have ups and downs but how its start all over again the second day in a positive way with new motivation, new ideas and new perspectives. Working more in Visual department, making the sections more attractive, changing Hot Spots and having a different way to impact customers must be a day to day challenge. 



    The importance of training and development 


Theory says that ,,investment in training and development is generally regarded as good management practice to maintain appropriate expertise now and in the future.’’ (Www2.le.ac.uk, 2019). Investment for each employee is important for the organization. The knowledge of the models, sizes, etc. gives power in selling. Developing and spending time with each member of the team makes the group stronger individually but also together bringing the productivity for the business. Investing in knowledge about the products from the designer to the material, or any handmade details makes the difference in customer service. Especially when the employee must explain the price point in order to the customer not to go to the competitors. There might be products that look similar with lower price, however it is all about quality and verbally informing customers. Training is also about the way how to speak, or how to approach customers this being important for the business too. To represent the company equally, we are all trained in the same way. Developing the skills of each member of staff is a plus for the brand because once you discover the strengths and the weakness of each of them this can be productive in order to achieve the goal. The team is a group of different people which has same goal and same aspiration for the Brand. They can be different by appearance and personalities but this completes each other better and helps the business to grow. Making the workers feel appreciated for the efforts and help to succeed their level gives more motivation to have always positive results.


The role of Manager 

Manager role is important for every single organisation in order to make the brand to grow but also to be productive with every member of the team. ‘’Management evaluates segment performance based primarily on revenues and earnings (loss) from operations before corporate performance- based compensation costs, net gains (losses) from lease terminations, asset impairment charges, restructuring charges and certain non-recurring charges ‘’ (Anon, 2019). Based on this theory person need to be qualified not only for making the right reports, studying how to maximize the profit and to low the costs. Also, should be able to deal with issues and solving problems. Knowing how to treat people and having a great personal skill is also benefit for the company and the position. The way how a manager works reflects in the motivation of their own team. A manager needs to control situations under pressure and finding balance between what’s good and what’s necessary to improve can be critical. Sharing the mistakes is a lesson for everyone this is an example of and brave manager. No one says managers are perfect but being able to help people around not to repeat the same mistakes, makes him / her even stronger in the eyes of the Team. Being an example in everything, makes the team working harder. Great leader is the one who always going to think for the best of the team and for the business by taking decisions based on the general comfort and happiness of the entire team. It is important to communicate and be able to express your feelings, a great manager will always encourage the employees to speak up for themselves and to share their feelings. A healthy environment is ten times more productive. Making a group of people having same goal and passion is incredible and this can be made only by a manager who truly cares about the team. Helping them to recognise the success and how to improve the weaknesses in order to become better is an essential need. Having the opportunity to grown within the company is a great motivation and challenge to keep people a long time in the business. Someone who starts from scratch will always understand the importance of working hard. Every single step build in this way it is a great example for those who want to follow the same pattern. A good manager must be knowledgeable about how the business run in the present and which actions to take in short and long term to make the profitability grow and to solve the problems. Being able to recognise the strong skills of the employees and help them to be promoted within the company. Sometimes that means they will go in another store. By promoting them the manager shows empathy and not being selfish. That helps the entire organisation and also the person’s satisfaction.

    
             










SWOT Analysis

	Strengths
•Family owned business
•Strong presence in the luxury industry
•World leader in the leather goods with timeless designs 
•Great availability and exposure around the world 
•Brand equity 
	Weaknesses
•Puts on second plan the luxury leather collection
•Could create confusion when it comes to brand positioning in the luxury industry
•The high price for the products. 


	Opportunities
•Stronger position on social media
•More celebrities
•More high price point leather bags and accessories
	Threats
•Might not always be at its highest
•Multiple locations, cost expansion, higher targets
•Location with another department store



The strengths points are made to encourage the business and to grow in the market because of the competitors. Based on the strengths the company will follow the business figures to empower and to make all known the brand name. The weakness is the pain for the company, they have to work on this point and to invest more money for the products quality. The opportunities are the resources what they can develop and to make them best ones. Analysing the threats, helps to understand what can have impact on the business and to prepare itself for the future.





    Conclusion

The Guess brand is focused on customers but also in making the teams focused and bonding them. Making a team strong, full of knowledge is important for the profitability of the organisation. Knowing the type of the customers help to improve better the figures. 
The role of the manager is important to empower the rest of the team to do well and challenge themselves daily. By followed strategies, strengths and opportunities, the company have a big potential to improve the performances and to lead in the worldwide. As long as they will invest in original products on the market and in employees, they will attract the customers attention. That’s means in the future they will maximize the profit and will have best feedbacks from the customers.
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