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[bookmark: _Toc40229642]Introduction
An organisational analysis is a process of analysing an organisation by reviewing their company profile, customer expectations, inside & outside environment factors, personnel, and the work environment of a business. In this assignment, we have selected FedEx to analyse it. We have described its size, structure, industry, goal & values, followed by its customer’s expectation on this company. Later in this report, we have conducted PESTEL & SWOT analysis to have an inside & outside insight of FedEx. Role of Employees in FedEx’s objectives and the necessity of their training is discussed after that. Later we have selected BA and discussed their role & we have recommended training & development for FedEx. 


[bookmark: _Toc40229643]Company Profile
[image: ]FedEx, a multinational USA-based business, is one of the world’s largest delivery services company belonging to the courier industry representing services ranging from transportation, business info to supply chain. With 4,25,000 employees, total assets of 52.330 billion USD, FedEx has made 65.45 billion USD in 2020 making it one of the largest corporations based on revenue, which serves 220 countries worldwide (FedEx Corporation, 2001). FedEx aged 49 years old in 2020 which was started as Federal Express by Frederick Wallace Smith in 1971 with a mission to deliver products overnight, which over the years has expanded into “using the power of networks to help connect our customers to the high-tech, high-speed global marketplace” (FedEx Corporation, 2001). It was ranked 14 in Fortune “World’s Most Admired Companies” 2020 ranking 2nd in its industry delivery with a score of 6.08 (FedEx, 2020). 
Figure 01: Logo of FedEx | Source: (Rubin, 2013)
The main vision of FedEx is, & has been for 49 years to connect peoples & businesses across the world putting the people in the top priority. Their mission is to provide their services with speed & efficiency while maintaining manual relationships with their customers and which is then backed by their high concern for safety and ensuring reliability. Their values are based upon 6 core concepts namely people, service, innovation, integrity, loyalty & responsibility. 
[bookmark: _Toc40229644]
Customer Expectations
FedEx is, for sure, one of the most dependable delivery services around the world, and the customer expects a top-notch service from this company considering their brand image & years of experience in this industry. FedEx has a strong loyal customer base. But it has been criticized again and again for its poor timing & and customer service outside of the USA and time and time its reliability has been questioned. According to Vandana Maini, a lecturer of Panjab University, “FedEx is one of the most respected and trusted brands in the world of supply chain services. The basic aim of the organization is to deliver a world-class customer experience to their customers so that their loyalty grows and they are far less likely to risk trying another carrier (Maini, 2008).”
FedEx offers mainly three kinds of services - package shipments, return shipments, & freight shipments, depending on which customer’s expectations on FedEx change. The main customer of FedEx is US Postal Service, which generates a large amount of its revenue, for which FedEx offers special service offers including premium mail by air. Another big source of revenue for FedEx is Amazon.com, where sellers use FedEx services to send their products. Recently Amazon bans using FedEx Ground, a slower delivery service offered by FedEx, as it may result in customer dissatisfaction. But as FedEx improves their delivery timing, Amazon has taken out the ban in 2020. Other consumers of FedEx includes different businesses to home customers. 
Customers of FedEx uses FedEx services for billing & collection, communications, marketing, IT, sales, transportation & on top of all, for delivering products. They rely on FedEx as a reliable delivery service. They expect FedEx to improve their delivery time, as now many competitors of FedEx is improving their delivery time & reliability, customers may switch over to these services if they fail to do so. 

[bookmark: _Toc40229645]Literature Review
In this part of this outline proposal for an investigation on FedEx, we have conducted PESTEL & SWOT analysis on this company to have an internal & external insight on FedEx Corporation. 
[bookmark: _Toc40229646]PESTEL Analysis
Below impact of various macro factors, such as political, economic, social, technological, ecological & legal, has been discussed using PESTEL analysis, considering recent events. 
Political: FedEx may change its policies after the Brexit period ends on 31 December 2020, which may affect their whole business in EU (Brexit, 2020). A recent cold war between the USA & China caused difficulties for FedEx in China. 
Economic: As the COVID-19 has become a world economic crisis, the world has seen a massive change in the supply chain, restrictions in global inbound & outbound being one of them, which changes the way FedEx operates as well. Increase in the e-commerce business and a boost in the business of Amazon in this crisis boost FedEx’s sale. 
Social: In Coronavirus Pandemic, as people are restricted to go outside, FedEx and other delivery businesses have seen a boost in the package, freight delivery. To help in this situation a special team in FedEx namely FedEx Cares helps businesses with mission-critical demands (Coronavirus | FedEx, 2020). 
Technological: FedEx has adopted with technologies over time. They own 600+ aircraft & 100+ automated facilities. In October 2019, they started using drones to deliver small packages, which is followed by their later internal research on block chain & cybersecurity. 
Ecological: To address recent environmental damages, FedEx has started building facilities on the solar system, a renewable power source, strongly focus on emission reduction.
Legal: UK is an important market for FedEx going through a massive change in 2020 for COVID-19 pandemic & after Brexit (Brexit, 2020). New laws & regulations in the UK market will impact FedEx’s overall operating costs & operations in the European market. 
[bookmark: _Toc40229647]SWOT Analysis
Below, we have done a SWOT analysis on FedEx focusing on its strengths, weaknesses, opportunities & threats.
Strengths: Global presence of FedEx in 220 countries turns out to be the most strong point followed by its brand recognition. With diverse services and broad portfolio making FedEx capable of serving more customers is another one. All these help FedEx to maintain a sound financial performance strengthening its capability to expand and invest in innovation & technologies continuously. 
Weaknesses: Recent eroticization of FedEx from customers outside of USA proves how much dependent FedEx is on the USA, and it is proved again by their two-third revenue coming from USA market, which weakens FedEx's business model. Another weakness of FedEx is its dependence on certain time & season, as its boost in current COVID-19 situation, as well as a boost in November, makes it a seasonal business which becomes more complicated with its huge size and large operating cost. 
Opportunities: Recent COVID-19 pandemic has turned out to be a major advantage FedEx. It is a great opportunity for them to expand their businesses further & boosting revenue. Modern technologies like automated facilities & automated deliveries possess a huge opportunity for a performance boost for FedEx. 
Threats: The biggest regulatory threat for FedEx will come from Brexit in 2020. And after the recent pandemic, inbound & outbound delivery process has become complicated and can become more complicated in the future (Brexit, 2020). Economic fluctuations in world market also possess threats for FedEx. 
[bookmark: _Toc40229648]Role of Employees
Employees are the key drivers of success for most modern businesses, being a delivery & service business. FedEx needed to build a service culture prioritising its customers to become what it is today, which was possible by following three simple steps, exhibiting service leadership, building service culture & transporting this culture across different markets with the help of its human resources. It all started with capable leaders exhibiting service culture and developing a service culture by continuous HR development, training & internal marketing. The process has become full after it was exported in other 219 markets FedEx operates in by transporting the corporate [image: ]culture adapting with diverse environmental factors. 
Figure 02: Service Marketing Triangle
Source: (Maini, 2008).
Service marketing triangle is another important concept used in the service industry which defines the relationship among the company, employees & customers putting special importance in employees by identifying them apart from the organisation. The company here highly depends on their employees as the interaction between employees & customers is an important factor as they believe in the direct relationship. 
And according to Vandana Maini, as FedEx puts it, “The basic assumptions are that the people are efficient, want to succeed and have the way to create a competitive advantage by being engaged in the business and developing emotional bonds with its customers, thereby ensuring a long term success to the families, community, and shareholders (Maini, 2008).”
Employees are the key driving factor of FedEx’s success considering its business model. As it is a service business with a mission to maintain a direct & long-term relationship with its customers, their employees' role is to balance between internal & external marketing & continue to contribute to FedEx as FedEx will continue to value their contribution. 
[bookmark: _Toc40229649]Importance of Training & Development
Training is important for the success of any company, not to mention that for a multinational billion-dollar courier service business like FedEx it is a crucial part of their success. As discussed earlier, the need to maintain a service culture backed by a service marketing triangle, for which employees need to represent FedEx and should have a deep understanding of companies goals & mission, a good communication skill. By continuous training and development, they can ensure consistency in their service which will enhance company reputation. As well as, FedEx is facing criticism for its poor service outside the USA, by the training they can address their weaknesses theirs. Considering everything the importance of training old & new employees in FedEx can help overemphasizing. 
[bookmark: _Toc40229650]Role of a Business Analyst
BA is a person who analyses a business organisation by assessment of the business model, recent performance, & future growth. Though come in popularity in recent years, as more data needs to be analysed, more data for bigger companies, and a job like that existed for decades. A role of a BA in FedEx is to create cost analysis models & to maintain existing models to boost productivity, as well as to provide relevant & concise explanations, observations & recommendations by analysing FedEx’s operational & financial performance and based on analysis to audit, review & approve invoicing processes as well as special projects. A BA in FedEx also contributes to budgeting, forecasting, determining changes, trends & estimates. The average pay of a BA here is 68,000 USD with average additional pay of 6,000 USD. 
[bookmark: _Toc40229651]Necessary Skills for BA Job
Necessary Skills for a BA job are divided into three parts - business-level, software-level & information-level. A bachelor degree to ensure business-level & information level skills, & 3-4 years of experience are necessary to be capable of following policies & procedures, and all of these skills are considered business informational level skills. Sophisticated knowledge in Data Modelling, including, ERD, data duct, & data map is crucial as well to know different BA & BI tools, such as Excel, Power BI, Qlik, SPSS, and programming languages suitable for data analysis, such as Python, Java & R. But, on top of all that, sophisticated problem-solving skill is second to none in priority for a BA job. 
[bookmark: _Toc40229652]Recommended Training & Development
Though FedEx is successful in its mission in the USA, outside of the USA, it has been criticised for its late delivery and reliability has decreased over time. To find out what is causing this weak service, they need to survey their employees around the world. They then need to find out how the employees & managements are performing in their competitor’s organisation, they need to benchmark them with their employees. They need to transfer the service culture they have built in the USA, for which they need to change the place and positions of some of their employees & managers to make leaders exhibiting service culture. They then need to train their employees in the business time or when it runs its business this way they can go through continuous development and training. 


[bookmark: _Toc40229653]Conclusion
FedEx is a popular delivery service business, it has become an industry-standard in the USA & some other European countries. While serving 220 countries around the world, its huge size & brand recognition and an integrated & well-planned culture helped it to survive & stay consistent. It believes the core reason for its success is people & for this very reason, they put them in the top priority. 
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Training and development plan.
In this training and development program a number of relative variables including cultural education, business process, supply chain, business flow, customer satisfaction, code of conduct following and many other relative variables. This training session will take 12 days for being able to complete in term of value generation. 
	Training variables 
	How training will be communicated 
	Time requirement 
	Outcome of training 

	Cultural diversification training 
	Coaching & poster distribution 
	2 days 
	Employee will understand cultural difference and thus employee service will be enhanced 

	Business process & big picture consideration 
	Coaching & apprentice 
	6 days 
	Improvement in working;
Less time & resource consumption;

	Following of code of conduct 
	Tutorial & group working 
	4 days 
	Improve service quality;
Enhanced global business function; 
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