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[bookmark: _Toc64644936]Executive summary
Current report aims to provide an analysis on one of the top 100 UK companies, Vodafone Group PLC, starting with details related to he sector it operates, goals, mission and values, followed by information related to company customers and their expectations from the organization. The discussion will continue with insights related to training and development and their importance for the organization, discussion supported by the presentation of a specific role form Vodafone, as organization. The skills and knowledge needed for the selected role will be investigated and the final part will conclude the findings related to Vodafone PLC.
[bookmark: _Toc64644937]Introduction
Vodafone Group PLC, one of the larger telecommunication companies worldwide (Statista, 2021) operates in one of the most competitive industries nowadays, telecom industry, managing the business on two regional platforms from geographical perspective, Europe, and Africa (Vodafone, 2020). As detailed in Appendix 1, the most of controlled operations are located in Europe, covering 77% out of the group revenue (with Germany, UK, Italy, Spain as locations with leading contribution to the group revenue) (Vodafone Annual Report, 2020). Africa contribute to the group revenue with 16%, leading locations being South Africa and Egypt. The rest of the 7% of the group revenue are ensured by other regions and partners. A short history of the company is presented in Appendix 2.
With the headquarters in London, the services provided by Vodafone covers 43 partner markets, being also recognized as one of the most valuable brands in UK, being estimated at 19.12 bn USD (Statista, 2021).
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Figure 1: Vodafone brand value (Statista, 2021)
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Figure 2: Vodafone worldwide coverage (Vodafone Annual Report, 2020)

Vodafone name comes from 3 words: voice, data and fone, providing a favor of the mobile services offered by the organization.
In terms of employees, Vodafone is employer of more than 92 000 people in 2020, with a slightly decrease since 2018, as detailed in Appendix 3. The main areas covered by the Vodafone staff includes customer service, sales, distribution, operations, and administration, 14% of Vodafone staff being located in Germany (Statista, 2021).
In terms of services, Vodafone provides mobile services, fixed broadband TV services and money transfer services towards consumer and business customers, as detailed in Appendix 4 (Vodafone Annual report, 2020). Most part of the services revenues (52%) are coming from consumer clients, followed by business consumer (28%), the rest of the revenue percentages coming from money transfer services (12%) and other services (8%), provided both to business and consumer clients (Vodafone Annual Report, 2020).
As stated by the company, Vodafone objective is to “connect for a better future”, endorsed by a strategy that aims to demonstrate a strong progress on the 4 strategic priorities: 
[image: ]
Figure 3: Vodafone strategic priorities (Vodafone Annual Report, 2020)

Principal Competitors: British Telecommunications PLC; Deutsch e Telekom AG; France Telecom Group; AT&T Corp 
[bookmark: _Toc64644938]Macro business environment
[bookmark: _Toc64644939]PESTEL
Political
Political factors affecting Vodafone Group Plc are related to the government regulations, as the licenses are closely controlled and highly expensive. There might be cases when regulations are set by various governments with the objective to decrease mobile phones usage by children, considering the impact on health. A second political factor is linked to the infrastructure building, as governments and other regulatory organisms must provide the permissions to mobile operators. The EU Roaming Regulation that decreased the charges for the mobile operators abroad (by 70%) influenced also the company (Preissl et al, 2009).
Economic
Economic factors affecting Vodafone Group Plc are linked to the GDP evolution and inflation rate in the markets where the mobile operator is present. EU market represents 77% of Vodafone revenues, therefore changes in this one will significantly influence the company. According to Statista (2021) GDP of EU in 2019 was around 14 trillion euro, expected to decrease by 2024 (EU share in globa economy will decrease from 16% in 2019 to 14.63% by 2024). Germany, France and UK are the 3 largest economies in Europe, with economies growing in a slow peace compared with the economies located in East Europe. In the next years European economy is expected to face significant challenges, influenced also by COVI-19 crisis, with a 7.4% decrease in 2020 (Statista, 2021).
[bookmark: _Toc64644940]Social
Changes in lifestyles towards permanent connectivity and networking are the main factors influencing Vodafone Group Plc. Demographic changes and changes in education and heath (demand for mobile communications) are also factors from social area that highly influences Vodafone Group. The increase demand for Internet is a significant advantage for telecom operators, even considering the variances in education background of markets where Vodafone has operations. As main operations of Vodafone are in Europe, the company development considering the changes in lifestyles, education, purchasing preferences of customers worldwide will help the company to extend the customer base through targeting the right market segments.
Technological
Technological developments in an accelerated way (emergence of optic fiber and very large area wireless network (Plummer, 2011), the speed of change and adoption of new technologies, the increasing impact of Internet are important technological factors affecting Vodafone Group Plc. In order to increase customer loyalty and engagement, Vodafone is nowadays the leading TV and content platform with 22 million active users (Vodafone, 2020). My Vodafone application (mobile and desktop developed) contributed to built and increase customer loyalty, along with global IoT platforms and money transfer services (M-Pesa).
Legal
Legal factors affecting Vodafone Plc are related to telecom regulations (bandwidth, transmission power), along with taxation, safety, and employment laws.
Environmental
Environmental factors are linked to the ability to use renewable energy to power operations, to accelerate waste disposal and reduce the level of gas emissions. Acknowledging that is responsible to connect more than 650 million users and organization worldwide, Vodafone stated that by 2025 will reduce by 50% environmental impact (Vodafone, 2020). Three main directions are targeted to achieve this objective: inclusion, digital society and care for the planet.
[bookmark: _Toc64644941]Organization microenvironment
[bookmark: _Toc64644942]Porter Five Forces
Threat of new entrants (low)
· scale and experience in telecom industry
· government impact and legislation to be followed
Power of suppliers (medium)
· there is no concentration of specific suppliers for telecom industry
· a high switching cost
· supplier’s competition is low
Buyers power (high)
· considering the low switching cost and the competitive offers for customer portability from one operator to other, the buyers power is high
Threat of substitutes (low)
· substitutes to mobile devices can be seen in computers, still the request for high mobility will determine the consumers to prefer mobile operators’ services
Rivalry (high)
· considering the low differentiation and industry growth rate, the competitive rivalry among telecom operators is high, fact that add a pressure on operational costs
[bookmark: _Toc64644943]Importance of training and development for organizations
Considering today fast changing trend in corporate world, training and development are assed as indispensable functions, being for long time listed with low priority on companies lists (Chopra, 2015). Training organized, most of the times under human resources departments brings additional value to the entire organization, being an opportunity for employees to acquire and develop skills, to practice the existing ones, to increase productivity and better complete their tasks. Considering that the company achievements are a sum of individual (or group) achievements of its employees, companies must initiate actions towards train their employees for the allocated roles in the organization (Chopra, 2015). The main benefits of training and development for organizations can be summarized as following) (Project Management, 2020):
· staff performance improvement: with the adequate training, the employee will have increased ability to perform the job, through a better understanding of the role and increasing their confidence
· increased employees’ satisfaction and morale: employees attending training programs within the organization will feel more valued, creating a supportive workplace environment
·  address the weaknesses: the training and development programs will help employees to identify their weaknesses and work towards improvement
· consistency: training programs, especially the one related to policies and procedures will ensure consistency within organization and adherence of all employees, leading to increased efficiency and better financial performance for the organization
·  encourage innovation: trainings dedicated to upskilling the staff will encourage creativity and innovation within the organization
· decrease employee’s turnover: feeling valued by the employer and motivated in their roles, employees will be not inclined to change the organization
· increase organization reputation: a strong training strategy will contribute to develop company brand, thus the organization will be targeted by the graduated and mid-career employees
[bookmark: _Toc64644944]Customer Service Director Role in Vodafone organization
To apply the knowledge from the module, the role of Customer Service Director in Vodafone organization was chosen to be analyzed.
Customer Service Director is a strategic operational and leadership position within Vodafone Group, its main responsibilities being to ensure the development, continuous improvement, and qualitative delivery of customer service. The development of the operational requirements, processes and technology must be ensured in order to respond to B2B and B2C categories of customers (Vodafone, 2020).
[bookmark: _Toc64644945]Skills and knowledge needed
The knowledge and skills requested to perform in a successful manner this role is:
· wide experience in managing operational teams in customer service
· clear understanding of telecom market with customer focus
· senior level in management or relationship management performed previously in a strategic role
· implement a clear set of KPIs and SLAs in accordance with legislative environment
· leadership skills, being able to lead, motivate and communicate with employees at various levels 
· excellent communication, negotiation, and influential skills 
· highly adaptable in a fast-changing environment, fast learner and stress resilient

[bookmark: _Toc64644946]Training and development requirements
In order to be a successful Customer Service Direction within a telecom company as Vodafone Group, training and development requirements must be linked firstly to cultural knowledge, as the company operates on various markets. Considering the technology advancements in an accelerated way, the training plan of this role must include technical trainings in accordance with the new launched products and services. Considering the direct interaction of the department with the customers and wide public, public speaking training at advanced level is required, along with complaint management. As a Customer Service Director might be the case to deal with various VIP customers, to deliver presentations in front of top management.
Additionally, considering the presence of risks in business environment, risk management is recommended as development program for this role, as Customer Service Department might be a source of risks to influence the company image, especially following specific complaints from the customers (Project Management, 2020).
[bookmark: _Toc64644947]Conclusion
To conclude the current findings, Vodafone Group Plc is one of the world admired organizations, recognized through its orientation towards innovation and care for its customers. Operating in a changing environment, organization face opportunities and threats, but considering organization VRIO analyses (detailed in Appendix 5), Vodafone is ready to enhance the opportunities and reduce the threats. A dedicated attention must be paid to the high competition from the telecom market, leading to pressure on operational excellence and optimized costs.
[bookmark: _Toc64644948]References
Chopra, B. (2015) Importance of training and development in an organization [online] Available at: https://economictimes.indiatimes.com/small-biz/hr-leadership/people/importance-of-training-and-development-in-an-organization/articleshow/48739569.cms Accessed 29th of January 2021
Gilchrist, A. (2009) The well-connected community, Portland, Bristol, UK
Graham, D. (2006) Community and everyday life Routledge, London
Project Management (2020) The Importance of Training and Development in the Workplace [online] Available at: https://2020projectmanagement.com/resources/project-management-training-and-qualifications/the-importance-of-training-and-development-in-the-workplace Accessed 01st of February 2021
Schütze, H. G..; Inman, P. (2010) The community engagement and service mission of universities, NIACE, Leicester
Reference for Business (2021), Vodafone Group Plc - Company Profile, Information, Business Description, History, Background Information on Vodafone Group Plc, [online], Available at: https://www.referenceforbusiness.com/history2/98/Vodafone-Group-Plc.html Accessed 27th of January 2021
Vodafone official website (2021), Annual report 2020, [online], Available at: https://www.vodafone.com/content/dam/vodcom/files/vdf_files_2020/pdfs/vodafone-annual-report-2020.pdf Accessed 27th of January 2021

[bookmark: _Toc64644949]Appendices
Appendix 1 – Vodafone operating locations 
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Source: Vodafone Annual Report (2020)

Appendix 2 – Vodafone Key dates
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Source: Reference for Business (2021)
Appendix 3 – Number of employees, Vodafone
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Source: Statista, 2021
Appendix 4 – Vodafone consumers and services
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Source: Vodafone Annual report, 2020
Appendix 5 – Vodafone VRIO analysis
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Number of Vodafone employees worldwide from 2009 to 2020
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