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Executive Summary 

As a company moves from local to global organizations, there are foreseeable challenges ahead.
As a consultancy firm specializing in reviewing on business globalization challenges, we have pulled together a report to review the impacts on the Human Resources challenges faced during the international expansion focusing on the Training and Development aspect. Thus, this report is to analyze the scope of the issues, the problem resolution plans implemented, recommendations and the stakeholder's expectations for the said subject. 

· Companies reviewed:
1. Local Hong Kong Company: AS Watson Group (Watsons)
2. Non-Hong Kong Company: Walgreens Boots Alliance (WBA)
· Industry:  Health & Beauty Retail Sector
· Human Resources Challenges: Training and Development

Training and Development are critical to business achievements and growth, helping employees, customers, and stakeholders to work together more effectively and collaboratively across the globe regardless of countries and regions' boundaries (Guinzoni, 2015).


Background of Companies

AS Watson Group (Watsons)

AS Watson Group has been founded in Hong Kong since 1841, it is the largest international health and beauty retailer in the world. It consists of 16,000 stores in 27 markets worldwide. Their coverage includes Asia (Hong Kong, Mainland China, Macau, Taiwan, Singapore, Thailand, Korea, Malaysia, Indonesia, and the Philippines), Europe (U.K., France, Netherlands, 
Belgium, Luxembourg and Germany), Russia and Middle East (Turkey). The expansion was 
by Mergers and Acquisitions such as Superdrugs in the U.K., Marionnaud Parfumeries in France, Russian health and beauty chain Spektr Group, the Netherlands' Portegies drugstores, 
Malaysia's Apex Pharmacy and Cosmo Shop in Turkey (Creevy, 2014).
With over 140,000 employees worldwide while 12,900 staff in Hong Kong, AS Watson Group 
is also a subsidiary of a multinational enterprise CK Hutchison Holdings Limited Group owned by the Chinese entrepreneur Li Ka-shing consists of PARKnSHOP, Watsons, FORTRESS and Watson's Wine. Their products are Healthcare, Drugs, Pharmacies, Cosmetics, Perfumes, Toiletries and Daily Essentials. Key brands are Watsons private labels for mass market in Asia, plus Superdrug, Trekpleister, Rossmann, Drogas, Kruidvat, Ici Paris XL and Savers in Europe.
(Weli, 2005)
(aswatson.com, 2020) 
(2018 CK Hutchison’s Annual Report for the Year ended 31 December, 2018) 
 

Walgreens Boots Alliance (WBA)

Walgreens Boots Alliance (Nasdaq: WBA) is a merger of wo companies of Alliance Boots in the U.K. and Walgreen in U.S. Walgreen completed the acquisition of Alliance Boots in 2014 forming Walgreens Boots Alliance. 

With more than 250,000 employees worldwide, Walgreens has expanded its infrastructure globally by partnering with the European company Alliance Boots and drug distributor Amerisource- Bergen, making them the world's largest Drugs leader.

WBA is the world’s largest global health & beauty retailer and wholesaler in pharmacy, drugs, healthcare, and beauty. The Company has over 100-year experience in healthcare and beauty who contributes to the community in pharmacy and pharmaceutical industry.
Their products are prescription drugs, healthcare, cosmetic, toiletries and well-being products. The retail business brands include Walgreens, Duane Reade, Boots and Alliance in Healthcare and No7, Soap & Glory, Liz Earle, Botanics, Sleek MakeUP & YourGoodSkin in Beauty.
(walgreensbootsalliance.com, 2020)



HR Challenges - Training and Development

AS Watson Group (Watons)
The key challenge is to strengthen the lateral thinking of Chinese managers and leaders. To develop critical thinking skills that are lacking in Chinese education and the ultimate result is to develop the same level skills as Western counterparts. The focus is to continue developing on the leadership programs to inspire the employees to “think big” in terms of personal and organizational goals. Another challenge is to reduce dependence on top-down decision-making but bottom-up proactive solutions.
(hrasiamedia.com, 2019)

Walgreens Boots Alliance (WBA)

Gaul (2013) said in the Chain Store Age from the view of Walgreen Boots Alliance (Kathleen Thompson, Global Chief HR Officer), the cultural integration is a key challenge after a major Mergers & Acquisitions M&A. Walgreens’ core values are co-operating with others, promoting trust and being open & respectful. These are the key beliefs in how they work with people internally and internationally. 


Scope: similarity and differene of the challenges
Similarity:  for both Wastons and WBA to expand from domestically to globally, the key challenges and root causes are the language barrier and the cultural difference.
Differences:
Watsons 
· Watsons, a local Hong Kong company to expand to China, Asia, Europe, and Middle East, to be proficient in English and Mandarin is needed. 
· In Chinese culture, people are trained to follow rules and instructions. HR needs to provide training to encourage employees to think out of the box.
Walgreens Boots Alliance (WBA) 
· Walgreen (U.S.) and Alliance Boots (U.K.) are both countries mastering English as their mother language. However, there are still non-English speaking staff to consider. 
· Guinzoni (2015) reviewed that in WBA, the ability in English is fundamentally needed but it is also equally important that to equip the capabilities of using other European and non-European languages to become a multilingual enterprise.
· Guinzoni (2015) explained that WBA’s HR team has spent extensive effort in supplying Training and Development for employees. They have developed the Assessment and Development Centre (ADC) to manage Training and Development for staff. They would set a language goal for staff and the organization which is a challenging program. The implementation to be across country boundaries. They strongly believe this would be beneficial to staff and the organization.


Analysis - positive & negative impacts and improvement needs

Training and Development not only help staff to deal with customers & suppliers in business to fulfil their job, but also aim at broadening employee’s horizons and supporting cultural integration across countries.

WBA
WBA has rolled out a leadership academy, a program to integrate Walgreens culture throughout its globally expanding business, and a corporate university to engage and service employee learning (Tucker, 2014).

· Language program - there are two goals for the Language program:
1. To develop English ability for non-English native speakers who work across countries and departments.
2. To encourage employees to strengthen language skills to master one other main language widely used in the company 
It is important to master a foreign language. This help improve the language barrier across the globe and set a higher standard for international communication. It does not only solve the operational issue in daily work but also promotes teamwork, multicultural understanding, and appreciation (Guinzoni,  2015).

· Walgreen University - in house training to ensure the company has the needed skills to support its development and cope with changes from the market in the future. Tucker (2014, p.42-44) pointed out that WBA invested in a corporate university in 2013. The reason that they ran their own university was because they intended to build a creative and tailor-made talent pool that can accommodate diversity and multicultural ideas. Walgreens University offers more than 200 courses to employees at all levels and career stages. They also partnered with universities to accredit three training programs for undergraduates and offer discounted course fees for Walgreens’ employees.

Comments:
· Positive impacts: WBA employees' engagement has increased 15% and there are significant improvements in customer satisfaction too (Tucker, 2014).
· Negative impacts: cultural integration is hard-to-measure, which is an issue. However, WBA has incorporated cultural engagement in performance review and compensation within the organization to measure this. Everyone in the organization has a goal that includes engagement (Shenkman, Johnson and Elliott, 2016). 
· Improvement needs: to survey team members to find out what is their goal in their career and how they want to work in terms of training and development, if they want to learn innovative technology, new experience, or changes of job (Shenkman, Johnson and Elliott, 2016).
· Summary: this shows investment in people. Building their own talent pools to invite more potential leaders and individuals to join the company in the future and supply training programs to staff to upgrade their skills for daily work (Tucker, 2014). 

Watsons
· AS Watson Group Retail Academy: likewise, AS Watson Group also launched its AS Watson Group Retail Academy in March 2018. It is the first local Retail Academy in the Health & Beauty industry and initiates the Training and Development for staff internally and internationally. It has offered professional courses which are accredited by Qualification Framework (QF) since 2013. In March 2018, the first group of 20 graduates attained the QF Level 5 recognition which is the same as a bachelor's degree qualification (aswatson.com, 2020).
· Global Culture Initiative:  Leadership program for Managers/Supervisors to improve their ways of thinking and problem-solving skills to be more creative and innovative. This improves their ways of thinking to develop their future career advancement (hrasiamedia.com, 2019). 
· Watsons fosters to promote “digital learning culture” by using creative and interactive learning tools. This offers diversified training opportunities such as classroom training, on-line training, and video learning. Since the start of 2020, they have been conducting virtual classroom training to enrich the training and development opportunity for employees across the globe internationally (aswatson.com, 2020).

Comments:
· Positive impacts: this ensures employees are fully trained to perform their current roles and support them for future career growth (hrasiamedia.com, 2019). Staff can enjoy learning virtually to personalize their own learning needs, schedule, and pace regardless of geographic limitation to align with their global expansion  (aswatson.com, 2020).
· Negative Impacts: it is expensive to develop a complete set of digital-based interactive programs for all employees to take part in. Therefore, it is important to motivate and empower Watsons team members to seize the learning opportunities to grow and develop especially for the leaders and face to watch staff.
· Improvement needs: Watsons finds opportunities for contributing to the communities in the regions they trade. Employees to bring satisfaction to customers and improve the environment at the same time. For example, Watsons encourages staff to contribute to voluntary work for the communities (hrasiamedia.com, 2019). 
· Summary: Watsons invests in people and cultivates a continuous learning culture internally and externally. It does not only train employees to perform their current roles, but also provides a platform to build up their leadership skills to perform their future expanded role with inspiration and guidance.




Recommendations: short-term/medium-term/long-term action plan  
Short-term (immediate to 6-9 months) - on-the-job training to accomplish job tasks
· On-boarding Training: to supply clear job descriptions, job requirements and company core values so that new joins have the best required information to start their job (hrasiamedia.com,2019). 
· On-the-job training: continuous training by mentors and department leaders to share job experience and learnings. This perfects performance in the role and provides support to  new joins (hrasiamedia.com, 2019)
· Utilizing the digital learning platform, the employees can personalize their own learning preferences and schedule anytime, anywhere whenever they need (aswatson.com, 2020).
Comments:
· Pros: cost effective, employees can develop skills quickly and can receive support and feedback from their mentors efficiently. Training can be conducted globally regardless of geographically dispersity.
· Cons: trainers must spend time giving feedback to trainees. For digital-based training, it could take time for them to get familiar with the e-learning tools and will need help getting started and all the way through (Guinzoni, 2015).
· Required Resources: mentors and leaders’ instruction and experience sharing
· Potential outcome: the training will ensure the employees are sufficiently skilled to perform their current roles and responsibilities.


Medium-term (1-year) - personal development to develop face to watch talents for future career development:
· Development: a clear career path with proper development to progress their career
· Performance review: set clear key performance indicators (KPIs) and expectations for individual performance through job descriptions and balanced scorecards to ensure individuals achieve the company goals globally. This also serves the purpose of regular performance appraisal and feedback for face to watch employees to perform in a structured manner (Shenkman, Johnson and Elliott, 2016).
Comments:
· Pros: to strategically manage the employees’ performance status and continuously develop talents and making the talents with strong motivation to perform and excel to the next level to contribute to the company’s success in return.
· Cons: investment in people, time-consuming in tailor-made program for individual face to watch talent.
· Required Resources: performance review appraisals process, open and honest feedback from staff & Line Managers and Senior Executives’ support
· Potential outcome: enhancing the ability to retain talent.





Long-term (2-3-year): future talent needs and succession planning:
· Local HR to work with Global HR, department heads and senior executives to collate the company’s succession planning and future talents’ needs according to the global business visions while incorporating local integration.
· Local HR to post a Job Description on the jobboards (eg. LinkedIn) and internal website to invite talents internally and externally to promote diversity. 
· The department heads and senior executives to review the talent pools and make decisions according to the business needs globally.
Comments:
· Pros: can fill current and future talent’s gaps and maximize the human assets. Employees are hired and promoted based on their abilities and capabilities.
· Cons: companies to resolve current issues as priority and may have to de-prioritize future talent discussion in view of business & market change.
· Required Resources: market trends and changes, 2–3-year human resources planning from Department Heads and Senior Executives’ support
· Potential outcome: to grow the pipeline for future talent development.
(Shenkman, Johnson and Elliott, 2016) 

Stakeholders' Expectation
· Employees: key stakeholders are employees as they are the target of training and development. Therefore, their feedback is vital whether the training and development meet their expectations. From WBA, Employees shared positive comments that the Walgreens University is a clear sign showing that the company cares about their development. Tucker (2014) shared that Walgreen’s CEO, Greg Wasson, received an e-mail from an employee talking about the classes she took at Walgreens University helped her to advance her career and achieve her goals and dreams. WBA employees' engagement has increased 15% (Tucker, 2014). This positive feedback is evidence of the training and development are meeting employees’ expectations. 
· Employer: employer is also a key stakeholder who sponsors the training and development for staff to perform. Employers are in turn feeling satisfied with their employee engagement and retention scores. This gives them assurance how well they are doing in terms of training and development to overcome the HR challenges of culture integration of globalization. There is still a lot of work to be done and a lot of opportunities for improvement (Shenkman, Johnson and Elliott (2016). 
· Customers: internal and external customers are key stakeholders too as they are the receivers after the employees have had better training. By mastering a foreign language to ease communication with cross cultural teams and to service the customers with different languages, it helps business collaboration successfully across countries and culture. It sets a high standard of international communication for internal customers and external customers. It fosters good teamwork and increases customer satisfaction. There are significant improvements in customer satisfaction (Tucker, 2014).


Conclusion
From the analysis above, it explains that human resources play a vital role in cultivating a high standard of Training and Development to overcome the HR challenges due to Intenational expansion. It aims to offer continuous employees’ learnings to achieve personal growth and career development. Also, it prepares future talent needs for the company. This does not only strengthen employees’ capabilities, but also integrates the business goals to resolve the culture differences and foster employees’ lateral thinking skills while the business expands globally!

For Watsons, by training and development, it fills the gap of enhancing people’s leadership skills, especially for department heads and leaders to think big and out of the box to supply innovative insights for the company. This is beneficial to both the employees’ development and employer’s business growth (aswatson.com, 2020). 

For WBA, they have put in a lot of resources in training and development by having their own Walgreen University and Assessment & Development Center to cultivate the cultural cohesion, individual growth, and business expansion across countries of USA, U.K., Europe, and Asia. They aim to minimize cultural differences and reinforce communication by mastering a foreign language to ease interaction internationally (Tucker, 2014).  
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