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This report is an organisational analysis of McDonald’s – one of the most popular fast food chain all over the world. The history and undertakings of McDonald is briefly discussed, including the purpose and values of the organisation. As the company targets everyone as their existing and potential customers, McDonald’s identify their expectations on their goods and services because one of their goals is to make them happy and satisfied. A SWOT Analysis of the organisation is reviewed in order to assess the internal and external environment of the company. Employee relations, roles, importance and training and development is highlighted throughout the report as the organisation believe that taking care of employees means also taking care of the customers and the business in general.
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[bookmark: _Toc500017882]In 1937, Patrick McDonald established Airdome, a drive-in restaurant at Monrovia, California. When his sons, Maurice and Richard entered the business in the 1940s, they grasped the significance of speed in their operations leading them to remodel their business to what they call “speedee service system” – a self-service system designed for their limited menu. It was in the late 1940s when the brothers decided to offer franchises. However, inadequate skills in sales, marketing and advertising made it hard for them to close deals. Fortunately, a multimixer salesman and marketer Raymond Albert Kroc came into the picture and acquired the first franchise at Illinois in 1955. His marketing skills improved the number of McDonald’s restaurants, reaching to more than a hundred by 1959. However, in 1961, Kroc and the McDonald brothers have had different visions for the organisation thus they grew apart. Kroc ended up buying out the chain for $2.7 million and the brothers became his rival for a short time as Kroc was able to drive them out of the business. Kroc made few changes in the limited menu of the restaurant and developed a marketing strategy which established McDonald’s into one of the most popular fast food chain globally. (Skrabec, 2012) According to McDonalds corporate website (2017), there are already over 36,000 outlets in over a hundred countries all over the world and 8 out of 10 of them are franchised. 
[bookmark: _Toc500017883]A British and an American businessmen ventured into partnership with McDonald’s Golden Arches Restaurants Limited in 1973 which gave birth to the very first McDonald’s restaurant in UK located in Woolwich, London in October of the following year. To date, McDonalds has over 1,200 branches all over UK and houses about 97,000 people who they work with to deliver quality food and service to their customers. (McDonalds UK, 2017)
[bookmark: _Toc500017884]McDonald’s purpose extends from their products down to their customers, workforce, community and the world with the slogan “Good Food, Good People, Good Neighbor” as they value the goodwill that they can eternally impart on the lives of their stakeholders. (McDonald’s Corporate Website, 2017)

[bookmark: _Toc500117713]Customers and Their Expectations

Organisations are well-aware that customers are essential to every business activity as there are one, if not the most, of their valuable assets. Maintaining old customers and gaining new ones is one quality a company must possess in order to become successful. That is why a well-structured organisation and excellent customer management should be given attention in order to achieve its goals and objectives. (Boscor and Talpau, 2011) 
According to McNealy (1998), the time when Ray Krocs hardly knew McDonald’s, he was overwhelmed by the crowd of customers so he asked one of them about what they were anticipating for, to which the customer replied about having the best hamburger for only fifteen cents and the delight of having not to wait and give tips on waitresses.
More than the financial value of the customers and how they greatly affect an organisation’s income, the goodwill they provide the company with is an evidence of a company’s success. Positive feedbacks, satisfied and patronizing customers can attest that the company is doing well and is likely to be more successful in the future.
[bookmark: _Toc500117714]SWOT Analysis

SWOT analysis is a business tool used to evaluate the internal and external environment of an organisation. Bassot (2016) defined SWOT Analysis as an aid to understand the current status and to manage future developments. Below is a discussion of each component according to Business Teacher (2017).

Strengths
McDonald’s well-established and globally recognisable brand is just one of the strengths of the organisation. They have been operating for years and one of their trademarks is their excellent marketing strategy and advertising campaigns to retain old customers and attract new one thus increasing and boosting their large market share. Another way to reinforce the brand is through sponsorship, for example, the organisation’s global presence is evident even on various international sporting events such as Olympics. Also, McDonald’s is keen in ensuring that despite the variation of their menu in different regions, the products and services offered to the customers are highly standardised. The organisation is able to achieve this with the help of their well-trained staff, whether on the company-owned store or the franchised outlet.

Weaknesses
While it is a great means to expand a business, the franchising system is a bit advantageous for an organisation like McDonald’s. As the number of franchisees grow, it becomes more challenging for the company to supervise and monitor each store’s performance and their delivery of products and services. Moreover, the McDonald’s menu has been highly criticized because of some items with high fat and high calories content. This is considered a weakness as people nowadays are becoming more and more conscious about their food intake and its effect to their health and wellness.
 
Opportunities
The rapid developing technology can allow businesses to improve the quality of their goods and services. With the growth of technological advancements and fast paced way of living, people are becoming more demanding for instant products thus paves way for an opportunity for go-to food. Upgrade of systems and investment on state of the art equipment can aid the company to be able to meet the demands and expectations of the customers. Customer satisfaction is beneficial in monetary and non-monetary aspects of a business. Satisfied customers tend to come back to shops and stores, thus increasing the sales and the profit of the business. Word of mouth is a goodwill from customer, acting like a free advertisement hence attracting new customers. Investments on environmental causes such as proper waste management and recycling can also be considered as an opportunity. Not only will it help them to develop and give back to the community, it would also improve their image as part of their corporate social responsibility.


Threats
Competitors are always present and they no longer seem to be a threat with proper competitive strategies applied. However, there are still other external factors which remain as threat to McDonalds. The first one, as mentioned as a weakness, the McDonalds menu and the criticism it receives can be a serious threat to the organisation. The increasing cases of obesity attributed to the consumption of fast food may lead to resolutions like increasing the taxes imposed on fast food products. Economic factors such as inflation and recession may also pose as threat not only in McDonalds but in any businesses as well. 

[bookmark: _Toc500117715]Role of Employees in Achieving Organisational Goals

According to Smart (1999), in order for the business to survive long years and stay on top, companies must not hesitate to invest in the right people. This means that hiring the right person for the right job will take more time and incur more costs but will be worthy because human resource is more than just doing the day-to-day task according to the job description. It extends to the external environment of the organisation as employees are also considered as brand ambassadors. They represent the values of the organisation and they play a vital role in the success and achievement of goals of an organisation. King and Grace (2005) stated that employees are considered to be playing a vital role in brand management for the reason that they aid the interface between the customers and the organisation.
In a research conducted by Eisenberger et al (2001), it was concluded that the pattern of mutuality necessitates returning of favourable treatment. Thus, it is highlighted that the relationship between the employer and employee plays a significant role in the achievement of the organisation’s aims, goals and objectives. Therefore, the perceived organisational support affects the employee’s perception about their job. As a result, the employees care about company’s welfare and act for the company’s benefit. They feel indebted and in turn, they tend to become more committed to their job thus improving performance and contribute to the financial and non-financial success of the business.
McDonald’s is proud to hire the best people who are passionate about their jobs. The organisation encourages flexibility, equality, opportunity and development; and despite the cultural diversity among the employees, McDonald’s promotes positivity: a common approach to everyone. (McDonald’s UK, 2017)

[bookmark: _Toc500117716]Training and Development

According to Redman and Wilkinson (2013), training and development is a key function to increase competitiveness by cultivating skill levels and productivity to create value. For the employees, training and development increases not just the skills and knowledge but also create opportunities to a more rewarding job.
McDonald’s believe that learning is a lifelong process that is why they offer training and development at all levels to help the employees improve their skills and provide career growth. The organisation also believe that everyone can be developed as leaders that is why they offer programmes regardless of the position an employee has.  (McDonald’s Corporate Website, 2017) McDonald’s believe that investing in their human resource will enable them to achieve their potential and advance in their careers. In UK, the company spends more than £43 million in training and development annually and their training methodology has been constantly recognised by employment specialists. McDonald’s has been acknowledged by various experts as one of the best companies to work with. For McDonald’s, people should not have to decide between employment and education, that is why they offered all their staff the chance to finish structured training and acquire a nationally-recognised qualification such as apprenticeships or a Foundation Degree. Trainings takes place on site of the restaurants and other components are learned online which employees can study in anywhere and at their convenience.

[bookmark: _Toc500117717]Manager

McDonald’s managers are considered the team leaders who harmoniously works with all the restaurant crews to provide great food, quality service and hygiene to customers. From time to time, they make sure that the crew and the customers in the store are satisfied and delighted. Their job also includes keeping the members focused on meeting the goals and managing shifts especially during peak hours. (McDonalds, 2017) The role of a manager is important to the organisation as they act as the bridge between the top management and the employees and/or customers. For and in behalf of the top management, managers are their means to communicate, monitor, supervise and manage their employees and the clients.

Skills and Knowledge Required
According to McDonald’s (2017), the managers they look for should be fervent about customer service and confident by the idea of running a successful business, determined and passionate about learning. Managers should lead by example and able to influence, motivate and inspire people especially the crew members as they are the people a manager directly works with. As the job is demanding, McDonald’s require managers to become flexible not only on working schedule but also on tasks.

Training and Development
McDonald’s managers undergo six months of rigorous management training before taking over a restaurant.  During this duration, managers will be able to know the nooks and cranny of the business through hands-on experience of the different areas of the workplace such as the kitchen, dining area, front counter and even the drive-thru. Their routine and time management is also assessed as they were required to each shift namely: as well as working breakfast, daytime, evening and overnight shifts. Managers are expected to develop into being responsible for each shift and each area.



[bookmark: _Toc500117718]Conclusion

This report discussed McDonald’s, their customers and their employees. It is concluded that the organisation gives importance to these two stakeholders in one way or another. For customers, the company focuses on improving their goods and services and aims to satisfy them. In this case, the organisation works hand-in-hand with their employees and in order to do it, the invest in the trainings and developments of their staff. It can be established that the cost of improving what the company can offer to customers and how to maintain a good relationship with the employees are nothing compared to the what it returns to the organisation – recognition, value and reputation.
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