
Andreea Raluca Mocanu
1919375
Uwtsd
CHANGE report - Primark





[bookmark: _Toc130541489]Executive Summary 

The following report based on 'change' mainly represents the causes and effects of the change made by the Primark company, but also what were the results regarding the company's consumers.
The effects were mixed, so a large majority of Primark's loyal customers were disappointed with the change made by Primark, that of implementing delivery services, and then ceasing to offer these services.
The report is also established with a background of the Primark company, regarding the history of the company.
At the same time, essential information was provided regarding swot and pestle analysis, so that evidence could be provided of the events and actions that pushed for the change made by the company. Information was also presented regarding the consequences of this change, and what was the impact on the company's management, leadership and culture, as well as how they changed compared to how they were initially.
At the same time, the force field analysis model was explained and how the company could have implemented such a model.
At the same time, the role of change agents was explained and how they can help the company when used correctly.
Finally, a PDP table is presented, with recommendations that help to find out the next actions and the support that must be offered for the next implementations in the company.
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The big change made by the Primark company was the decision to go online, for a short period of time, with a limited selection of products, a change that caused a lot of opinions and opinions regarding their decision.
The following report presents events related to the history of Primark but also information related to the background, with a detailed representation with strengths, weaknesses, opportunities and threats as well as some plans and how they managed to impact.
The leadership, management, culture and vision of the company will be presented extensively, and connections will be found between them and how they could influence the change made by Primark.
At the same time, the change will be applied to some modules, so that it can be presented as a whole if this change was a beneficial one or not.
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Arthur Ryan, who worked for the Weston family, who had started Associated British Foods in 1935, opened the company's first store in Dublin in June 1969. It was called Penneys and is still open today. In 1971, the first large stores outside of Dublin opened in Cork and Belfast. (TheGuardian, 2019)
After that, the company grew beyond Ireland and into Great Britain. In 1973, it opened a store in Derby.
The name "Penneys" was already taken by J. C. Penney, so the company couldn't use it anywhere else in Europe besides Ireland. Then, for use outside of Ireland, the name "Primark" was made up. In Ireland, the company still goes by the name "Penneys." (Narendra, 2022)
Primark bought the stores of UK retailer Littlewoods for £409 million in 2005. They kept 40 of the 119 stores and sold the rest.
In Madrid, Spain, in May 2006, the first Primark store on mainland Europe opened. Primark opened its first store in the Netherlands in December 2008. In 2009, it opened in Portugal, Germany, and Belgium. In 2012, it opened in Austria, 2013 in France, and 2014 in Italy.
In 2015, Primark moved its headquarters to a remodeled Dublin building called Arthur Ryan House, which used to be called Chapel House.  (440industries, 2022)
In 2015, Primark opened its first store in the United States in Boston. Since then, the company has opened more stores in New York City, Philadelphia, Danbury, and Chicago. Primark has built up a chain of about 40 stores in Spain. In October 2015, it opened its second-largest store in Madrid. The world's biggest Primark store opened in Birmingham on April 11, 2019. It is 161,000 square feet (15,000 square meters) and has five floors, a beauty salon, a Disney-themed café, and a barbershop. In February 2022, it will also have the world's biggest Greggs fast-food outlet. On June 13, 2019, Primark opened a store in Ljubljana, which is the capital of Slovenia. (BBC, 2014)
Due to government restrictions during the COVID-19 outbreak, all 189 Primark stores in the UK closed for a short time on March 23, 2020. On June 15, 2020, all of its 153 stores in England reopened. Because of the lockdown, the company said it lost £430 million in sales. (BBC,2020)
The first Primark store in Poland opened in Warsaw's Galeria Mociny on August 10, 2020. The company later opened stores in Pozna as well. Primark opened its first store in the Czech Republic in June 2021. It was in Prague, and it was 50,590 square feet (4,700 square meters) big. It was the flagship store for Central and Eastern Europe. (Ismailjee, 2020)
In 2021, Primark will release a sustainability plan with goals to reduce textile waste, cut CO2 emissions in half, and make workers' lives better. On December 15, 2022, the first Primark store in Romania opened in Bucharest. (Fodor, 2022)
Primark said in November 2022 that it was going online with a new service called "click-and-collect." This announcement came after the company lost more than £1 billion in sales during the Covid-19 pandemic, when its stores had to be closed, while competitors with online stores lost less money or none at all. The click-and-collect service was first offered as a test in 25 stores in north-west England, Yorkshire, and north Wales. Only children's products were available through this service. But on the day the new service went live, the company's website crashed, making it hard for people to get to it. (Winchester, 2022)
The big change made by the Primark company was made during the Covid-19 pandemic.
This change to move to the online environment was a radical change for a short period of time, which had the purpose of saving the company temporarily, in terms of income, considering the fact that humanity no longer had access to shopping, as well as leaving the house, have become strictly limited.
The change was one that was based on the fact that they can create certain online services through which people can order their favorite products directly to their door. (Eley, 2023)
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 	In the European market, Primark is well-established. In nations including the United States, the United Kingdom, Slovenia, Spain, Portugal, the Netherlands, Italy, Ireland, Germany, France, Poland, Belgium, Austria, and others, the retail corporation is estimated to have more than 400 outlets.
A building collapse involving an eight-story structure and several Primark employees happened in Dhaka, Bangladesh, in 2013. Notwithstanding the fact that it was an accident, the retail fashion company gave the families of the victims long-term compensation. The company's efforts were recognized by many of the top charitable organizations in the globe. (TheGuardian,2013)
Primark doesn't invest much money in its marketing and advertising initiatives. In actuality, the retail fashion brand treats its workers and clients much better than they do the company's word-of-mouth advertising. It enables the business to cut expenses and offer clients items at lower prices.
Before to the pandemic catastrophe and global lockdown, Primark had been steadily expanding. The retail fashion business generated 7.79 billion pounds in revenue in 2019. (Team, 2021). The company was growing its customer base. The business, however, intends to restart the growth process from scratch.
Customers can choose from a variety of goods and services at Primark. It includes a wide variety of clothing styles as well as accessories, lingerie, footwear, household goods, and hosiery. The corporation can target different types of customers because to the wide variety of products in its inventory. (MBA Skool, 2020)
 	 Primark has been at the center of a great number of debates throughout the years. For example, roughly 260 store employers who operate under the name have been paying their employees wages that are lower than the statutory minimum wage. These employers are violating the law.
Primark undoubtedly provides retail fashion garments at cheaper prices than their competitors, but this has had an adverse effect on the company's overall product quality. This is due to two factors: first, countries in the third world that are used for outsourcing do not require sufficient competence, and second, the materials used are of a lesser grade. (Lu, 2022)
 	Because of the rising popularity of healthy eating and active lifestyles, the sportswear industry has become one of the fastest expanding in the world. Primark is already running a successful operation in the clothes sector of the market. Now is the time for the corporation to grow its market in the sportswear line; doing so would assist the fashion brand in staying current with the most recent trends in health. (Maria, 2017)
Primark ought to carry out significant research on the markets of countries located in Latin America and Asia, including Brazil, Argentina, India, China, the United Arab Emirates, South Africa, and Thailand, amongst others. The corporation will be able to identify its target expanding consumer market with the use of the research data.
It is common knowledge; Primark's operations may currently be found in around 12 countries across Europe. It would be beneficial for the retail fashion brand to further extend its market in the countries of Europe. (Shaw, 2021)
 	Any company may face threats in the form of variables that have the potential to adversely affect their company. Threatening elements include, but are not limited to, an increase in the activity of competitors; a shift in the policies of the government; alternative goods or services; etc.
Threats to the company include a limited global presence in comparison to that of international players, a brand recall that is slightly lower in comparison to that of some of the company's major competitors, and the possibility that an economic crisis, such as a recession or a pandemic, will result in a loss of business because people will cut back on their spending.
Primark's SWOT analysis concludes with a discussion of the threat as the final component. Primark is up against a lot of formidable rivals in the retail industry. In the United Kingdom, its primary rivals are Marks & Spencer, Next, Arcadia Group, ASDA, TK Maxx, Tesco, JD Sports, and Debenhams. Sports Direct is also a significant competitor. Walmart, Gap's Old Navy, Forever 21, Kohl's, J.C. Penny, and Macy's are some of the stores that compete with it the most in the United States.
 	Before making a choice, it is essential for any company to do political factor analysis because these aspects can have a substantial effect on day-to-day business operations as well as the future of the company. The interests of local enterprises are sometimes influenced by government initiatives. Although though Primark is doing well in the markets of the United States, United Kingdom, and Ireland, the company will need to form partnerships in order to enter markets such as China. Primark is well-known for supplying high-quality goods at reasonable prices, thus the company makes sure to comply with the trade, currency fluctuation, and employment rules of each country in which it operates. (Austin,2021)
It is vital to do an analysis of the economic state of a country since it has a significant impact on the level of price sensitivity that individuals have. People have a tendency to purchase alternatives that are less expensive than Primark when there is inflation. The rising cost of production, which may be attributed to inflation-driven increases in the prices of both labor and materials, is a source of concern for shareholders. Despite this, Primark continues to be the greatest firm in its industry in terms of providing quality products at costs that are cheaper than its competitors.
It takes into account the shifting patterns of the market and produces an adequate quantity to fulfill the requirements of the customers. (Blogspot, 2021.)
Businesses can gain a better understanding of the demographic shifts that influence customer spending power and decisions by conducting an analysis of social factors. This is a vital factor for companies, as it enables them to carry out additional research, enhance procedures, and produce new items. Primark provides a large variety of products at affordable rates for customers of all ages, but the recent trend of making one's own garments and sewing is a potential obstacle for the company. Primark has to expand its retailing and manufacturing facilities to other nations in order to diversify its revenue streams and lower the danger of experiencing a loss of revenue. The majority of Primark's clothing is produced in low-cost manufacturing facilities. (Paul, 2019)
Businesses may better evaluate their capacity to utilize and incorporate the most recent technological breakthroughs by analyzing their ability to apply technological variables. This helps organizations enhance their performance and operations. The quality of the goods as well as the efficiency of the transaction can be improved through multiple innovations. The fact that Primark maintains both low prices and low costs has acted as a barrier to the company's expansion into the online sector. Primark is passing on an opportunity to build its business in the United Kingdom (UK) since the company does not offer its products via online platforms.
Primark's revenue is greatly impacted by a variety of environmental conditions. Customers in the UK are dissuaded from purchasing seasonal clothes due to the unpredictability of the weather. When wholesalers make purchases, they expose themselves to the possibility of storing inventory.
Also, people are looking for products that are more sustainable and favorable to the environment, which are harder for Primark to provide at low rates because of the increased demand.
When conducting its business, Primark is required to take a number of different legal considerations into account. While conducting business with EU countries or countries with which the EU has agreements, one must consider the EU's legal ramifications. Primark has committed to an agreement that is legally enforceable to enhance working conditions in Bangladesh and to fund these improvements.  (adamkasi, 2022)
These factors were the reason for the change made by the Primark company, that of making this transition to delivery services.
Two considerable problems pushed the Primark company and management to make this decision, those being the problems that appeared with the onset of the Covid-19 pandemic, but also the fact that the company does not represent a danger for what it means to sell online, having given the fact that they did not offer these services. Although obviously these services were more than helpful, considering the fact that they managed to reduce the decrease in revenues and profits, Primark's management decided to stop these services, and to keep them valid in very few areas of the UK, and however, even when they were valid, they were very limited, in terms of the products that could be delivered, because the company offered these services, only for products for children, newborns and mothers.
The company decided to stop these services because, first of all, they strongly believe in physical shopping, they believe in the fact that the shopping experience offered by Primark is unique, and that it should be experienced when people go shopping of clothes.
On the other hand, as shown by the PESTLE analysis, the company presents big problems regarding the pollution of the planet, and has been introduced in several articles and news, regarding the fact that the Primark company is one that is not good for the environment.
With this information, Primark's management decided that the addition of courier or fast delivery services can bring an even greater danger to the company's reputation, considering the fact that this service is one that pollutes the planet, because it requires the use of a means of transport.
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Since the beginning of the decade, Primark has experienced enormous growth. Primark is credited with introducing the concepts of "Cheap Chic" and "Pradmak" to the high streets of the UK. Primark now has 196 outlets and sales that exceed 2 billion pounds, establishing itself as a dominant force in the fashion industry of the UK. There is a widespread agreement that Primark is able to bring the most recent fashion trends at prices that are friendly to customers' wallets, despite the fact that some people will argue that Primark's phenomenal success over the past decade can be attributed to factors such as the economic downturn or unethical behavior (Drapers, 2008). Nevertheless, there is also a consensus that Primark has the distinctive ability to bring the latest fashion trends. (UKessays,2018)
During the course of the next two decades, Ryan made steady progress in growing the company until it had a turnover of slightly over 140 million dollars in the year 1995. Ryan, you have done a commendable job of identifying the fact that the segment of the clothing retail business that will experience development is going to be inexpensive apparel for people under the age of 35. His competitive approach may be summed up as cost leadership, which he does through streamlining supply chain operations, making bulk purchases, and operating his business in an extremely efficient manner. One of his former workers said that "Ryan has commerce streaming through his veins," which is a reference to the fact that he is renowned to be an astute negotiator who possesses great negotiating skills.
Primark's success can be largely traced back to Mr. Ryan. In the words of George Weston, chief executive of AB Foods, "Ryan is the originator, driving force, and inspiration behind the firm." Primark's success has been largely credited to Mr. Ryan. An attempt is made to evaluate Mr. Ryan's leadership style utilizing the trait, transactional, and transformational theories, despite the fact that it is impossible to characterize the leadership style of Mr. Ryan as being in line with a single particular theory.(Neill,2019)
Both the fashion and the culture sold at Primark do not come in a single, universally applicable style. Primark is committed to the premise that there is room for a variety of fashion trends, points of view, and ideas. Primark is proud of the fact that their employees come from a diverse spectrum of cultural and socioeconomic backgrounds, just like their diverse clientele. Because of this, the organization puts a lot of effort into ensuring that everyone is involved in both what they do and how they do it. Primark encourages its employees to engage in active listening to one another and collaborative problem-solving in order to maintain an environment that is receptive to novel concepts. must guarantee that not only is everyone invited, but that they also feel as like they belong to the group. (Malik, 2019)
In reality is it true that Primark is doing well and the company has a good reputation, based on their leadership model and the fact that the culture is very people oriented, in the fact that they take care of communication and working in a team, as the company today is very successful. 
However, the company decided to make this change to go online, and to offer delivery services, which proves that the management and the leadership made the right decision and that they have good reasoning, although they also decided to close these services later. This created a wave of dissatisfied consumers, due to the fact that they really wanted to increase these services, and to offer the possibility to deliver products for adults, normal products, not just those for children and accessories. (Malik, 2019)
However, the company decided not to listen to the wishes of the customers, and even more to close these services already offered, so that very few existing locations still offer these delivery services, considering their argument regarding the environment.
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Once the root cause has been determined, a fundamental tool for root cause analysis called force field analysis can assist you in taking appropriate action. The method is predicated on the idea that any condition results from an equilibrium between forces for and against the existing state. Reinforcing positives and eliminating or lowering negatives will help bring about a change by balancing the opposing forces and/or boosting the favorable forces.
Force field analysis has several advantages, including the ability to compare the positives and negatives of a situation, consideration of all factors involved in bringing about the desired change, encouragement of consensus regarding the relative importance of variables on each side of the balance sheet, and encouragement of open discussion about the causes of a problem and potential solutions.
A force field analysis shows how a change can be positive or negative, showing clear signs through pros and cons. (Luque, 2022). For example, the change made temporarily by the company Primark, may have points for the change such as the fact that it can win new customers or a new audience of consumers, the fact that it could have increases in sales and profit, saving the company in critical situations such as covid- 19, but also the reduction of competition. On the other hand, the forces that prove against the change could be examples such as the impact on the environment, the difficulty of implementing these changes, the risk of losing certain clients or even taking the company on a trajectory that would not coincide with the company's vision.
In the end, it turned out that the change was beneficial for the company, considering that this change had as its purpose the temporary rescue in terms of the company's income and the reduction of the difficulties of maintaining sales during the lockdown period.
An individual who serves as a catalyst for the change management process is referred to as a change agent, often known as an advocate of change. By motivating and influencing others, they assist an organization—or a division of an organization—in changing how it functions. A change agent will advocate for, support, enable, and encourage the implementation of change inside an organization.
The duties of a change agent include explaining how change is advantageous for both the organization and the employees, listening to the team members and employees involved to get their feedback and incorporating it into the implementation process, understanding employees' reactions to change and reducing resistance to change, encouraging and supporting employees to become change champions and promote it, and actively engaging with employees by conducting change management exercises.
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In conclusion, the effects that appeared following the change made by Primark, through the implementation of delivery services, were presented.
These resulted in mixed feelings, considering the fact that a large majority of consumers wanted to keep these services, even more to expand them.
At the same time, the PDP table is specific, and shows valid recommendations regarding future implementations and how these can be successful with a little support and a well-established action plan.
The swot and pestle demonstration proves that they were pushed by the situation in both cases to make the change but also clear reasons why the change had to be interrupted.
The representation of a force field analysis proves to a large extent what were the basic ideas that pushed towards this change, but also what the risks could have been.
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	Recommendation Objective
	Measures-What action will be undertaken to resolve
	Priority
	Support & Development External/Internal
	Review Dates

	1. Use existing models such as Force Field Analysis for future changes or implementations.
	1. Get all the force for and force against and decide a score for both of the forces

	1. Medium

	1. Make sure all that the forces that are required are the one with more significance 

	1. 6 months


	2. Gather new ways of innovation and more knowledge before implementing a change.

	2. Check the market and competitors, use proper management team to get the newest information 

	2. High 

	2. Offer stuff possibility to come up with new ideas and concepts/Teach stuff that failing means learning 

	2. 3 months

	3. Get people up to date, and keep the stuff ready for future changes 

	3. Offer proper training and refreshes to stuff and members of the company 

	3. High
	3. Keep meetings and briefs daily to keep people updated with the new information that has been gathered

	3. As soon as the information has been gathered and ready to be shared  
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