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Executive Summary 

With more than 173 years in business Boots, has a very successful track record and has earned a loyal following of customers there are over 11.7 million active advantage card customers. Boots provide its customers with a wide range of Beauty and hygiene products, whilst also supplying prescribed medication and over the counter items, alongside delivering excellent customer service.  Boots value their employees and are known for being good employers, with over 51,000 employees in the UK. 

Whilst looking at the culture and organisational context of Boots and its broader environment, this report will also focus on and investigate their business environment, and how this is influenced by internal and external factors. The report will also touch on the management of their Human Resources within the organisation.
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Introduction

The purpose of this report is to research and understand ‘Boots’ and their corporate responsibility or their Corporate Social Responsibility (CSR) it will be referred to within this report. The report will also investigate internal and external factors that are influencing the context, culture, and human resources of their business.
 
According to the Boots website Boots are the United Kingdom’s leading pharmacy-led health and beauty retailer; they are part of the international division of Walgreens Boots Alliance. Boots are the first global pharmacy-led, health and wellbeing enterprise (Boots, n.d.). Boots UK’s headquarters is situated in Beeston, Nottinghamshire and in total, employ 56,000 employees In the UK and 1,900 in Ireland, and have over 2,200 stores with 550 Boots opticians and hearing practices. 

Boots Organisational Context

As a UK Limited company within the United Kingdom and Ireland and a division of Walgreens America, Boots was first established in 1849 by John Boot, and was conventionally knows as ‘Boots the Chemist’. Boots as it is more commonly known, is a very successful company, known by every household in the UK. Boots operates in over 25 countries worldwide (Boots, n.d.-b).

What is Organisational Context? 
Chalmers Brothers states that in a basic and everyday sense, Organisational Context is the background or the environment of any organisation and how it operates and runs (Brothers, 2018). Whenever background or the environment of an organisation is discussed, we are generally referring to the Organisational Culture, so when thinking about ‘context’ you will also be thinking about ‘culture’. Peter Drucker quoted, “Culture eats strategy for breakfast!” (Brothers, 2018). 

The ISO (information, resources and updates for the standards and certification industry) state that the context of any organisation is the business environment that is determined by external factors such as legal, financial, social, regulatory, and cultural factors, whilst internal factors are structures, governance, and resources capabilities (ISOUpdate.com, 2018). 

Boot’s purpose, mission statement and values that form part of their organisational context is ‘making a suitable difference every day, caring for their communities, customers, patients they treat, and their employees’ is at the heart of who they are, is ingrained in their DNA and is what they have done for over 170 years. Demonstrating an ongoing commitment to their customers, employees and communities and being a socially responsible business, they have recognised and proven, that they can help people live a joyful life through better health. In honour of the work Boots have done for three consecutive years they have been awarded ‘Most Admired Corporate-NGO Partnership’ in the C&E Barometer 2021 (Boots UK, 2021).

Boots have recognised and clearly understood the context in which a brand can be used, and this is an essential first step when developing marketing strategy. The marketing strategy should reflect changes in the internal and external environment of a business. For this reason, the task of marketing communications to communicate strategy by understanding the needs of communication issues within the context, for example, Boots assessed its business and marketing approach following changes to the NHS service provisions in the UK. The NHS used national services; however, these have now been replaced by clinical commissioning groups, and in doing this, has ensured healthcare services and advice are provided within certain geographical areas. An example of this is some of the Boot’s stores may offer and emphasise certain services connected with diabetes or sexual health, where other stores may focus on eye care and travel vaccinations.

The alliance of Walgreens and Boots has allowed Boots to become one of the worlds global leaders in retail pharmacy, meeting their customers’ needs through convenient retail locations, digital platforms and suppling a wide range of health and beauty products within an ever-evolving healthcare space (Walgreens boots alliance, 2021). Over time, they hope to use their vast knowledge and experience along with their international reach to help improve global health, and in turn lower government health costs. Boots can help achieve this through access to its 2,200 UK stores, which range from small local pharmacies to larger health and beauty stores. 

Boots’ parent company Walgreens has administered more than 40 million Covid-19 vaccinations and more than 16 million covid tests globally. In the UK, Boots is one of the leading test providers with over 3.7 million Covid-19 tests administered to date, many of which have been in partnerships with the National Health Service (NHS) (Walgreens boots alliance, 2021).








CSR (Corporate & Social Responsibility)

CSR has been a familiar and often used phrase since the 1950’s, however the importance of the concept did not become clear until much later. However, the foundations of the modern definition of CSR are established in the work that led to Archies Carroll’s pyramid. The four-part definition was first published in 1979 (Janse, 2022).

CSR is now a large part of the day-to-day life as a business executive. In the modern day there is a CSR element to most projects and initiatives. Carroll’s theory of CSR pyramid looks at four main aspects Economic, legal, ethical, and philanthropic responsibilities. (Eureka Social Responsibility, 2019) 

Boots’ CSR mission and purpose is ‘To be the UK’s most socially responsible retailer in the health and beauty market’ (Boots, n.d.-b). Boots will aim to do this by improving the health of their customers and local communities, continuing to help protect the environment, and by leading the development of sustainable products, which place their colleagues and customers at the heart of their business.

Regarding their CSR, Boots frequently collaborate with their vast network of key stakeholders to continually ensure that their strategy is moulded by a well-established, best practiced scorecard for CSR management. Included in their CSR are affordable health care, helping to prevent over the counter drug abuse, working with industry partners to address packaging issues and concerns whilst also helping to combat climate change and promoting diversity. Boots are also actively working with other businesses within the CGF (The Consumer Goods Forum) to reduce and remove refrigerants that cause most harm to the environment (Boots et al., 2019).

Boots have a well-shaped CSR strategy through their extensive work with their stakeholders. The four key areas defined within their CSR report are Community, Environment, Marketplace, and Workplace. Within each of these areas they have a long-term plan to target and reach their perfect CSR goal, through regularly reviewing the company’s priorities that make up their score card, making sure they always reflect and prioritise the most current issues to meet the needs of their stakeholders.  Boots constantly evaluate their CSR against their business strategy (Boots, n.d.-b).

One of the highlights from their CSR report are; more than 410 tons of medication collected and safely destroyed, over 40 million red noses sold for charity which has raised in exes of £52,413 they have given over 34 million lifesaving vaccines to children globally, over 11.5 million pounds has been raised by Boots for  BBC Children In need, their energy emissions have reduced drastically yearly from 4% in 2016 to 15.3% in 2018, and finally on their CSR highlights, they have more than 600 products displaying the How2Recycle logo.

SWOT (Strengths, Weaknesses, Opportunities, and Threats) analysis is a framework used by companies to evaluate their position and help to develop strategic plans, including internal and external factors and including current and future potential and threats (Kenton, 2021).


SWOT Analysis of Boots
	Strengths 
training
unique selling point (advantage card)
strong marketing
locations
registered with Royal Pharmaceutical Society 
Excellent management structure 
	Weakness
Rival competition
Dependents on the UK market

	Opportunities
Broad customer base 
Global target
Seasonal products & medication

	Threats
New business offering similar products 
Competitors lower prices
Cost of continuous training 
Government pricing on medicines




SWOT and Pestel Analysis of Boots 

Strengths 

Boots have many internal strengths with fewer weaknesses, with some external opportunities and threats. Boots is one of the leading retail chains in the UK, that specialise in cosmetics, health, and beauty products for all (MBA Skool Team, 2021). Having been in operation since 1849, and dominating the pharmaceutical market is one of the main strengths for boots. Boots offer multiple brands of many products along with their own branded produce that is more affordable than some of the more fashionable brands, having this flexibility is also one of the main strengths that Boots have. With more than 2500 stores dotted around the UK and having such a strong branding which has made Boots and household name, some of the area which include stores are airports and a few neighbouring countries they have a vast customer base, which Boots pride themselves on. The operation of the Boots advantage card has captured the customers buying habits which have helped with the customer database.

Weaknesses
Rivals are the main weakness Boots are dependants only on the UK market.

Threats

One threat to Boots is the governments pricing on medication, when the government charge for certain medication Boots pharmacy must follow the price and pass it on to their consumer unlike their beauty products here, they can source cheaper and more ethical produce. Rival companies that have now set up pharmacies within their stores for example Tesco and Morrison’s are also threats, will customers use these pharmacies more while they do their weekly shop? 

Pre Ap Planning 

Boots sees a season trend when the cold and flu season arrives, they tend to sell more medication and cold and flu related produce or produce connected for example hot water bottles soothing bubble bath etc, whereas in spring and summer they capitalise on hay fever and holiday products.

Pestel

Different political decisions can have a big effect on how any business operates and its performance, an example of this are government policies changing in the UK have allowed multiple supermarkets to open pharmacies within their stores, such policies according to the government will help increase and improve the NHS service. However, such a move has not helped Boots as it has created a larger competition network, which in turn has formed Boots to increase their prices and stay open longer hours.

Economic Factor

Globally there has been an increase recently on the cost of healthcare and beauty produce along with everyday household goods partly due to Covid-19 and partly in connection with the UK leaving the EU, this has affected customers spending patterns and how much disposable income they have available to spend on luxuries such as beauty products etc.

Social Factor

By ongoing promotion from the government for healthy eating, and exercise and that your health and wellbeing is important. (gov.uk, 2020) This information and others that are regularly posted on social media or adverts on the television encourage customers to try healthier options vitamins and minerals that Boots stock.

Technological Factor

The internet is expanded retails sales over the years, Boots.com is operated by Boots UK, this has a national focus for its eCommerce sales, these net sales are almost entirely generated in the UK. Boots innovations to help develop products and technology that focus on health care and diagnosis.

Environmental Factor

Boots have a ‘Be More’ policy (boots.com, n.d.) and their aim is to be more plastic free, recycled, reuse ready, vegan, and cruelty free, for communities to be healthy they need a healthy planet.

Legal Factor

Globally companies have various legal issues, with new laws and legislation being brought in regularly from packaging and labelling to employee laws.

Organisational Culture 

A web site called Business Terms states that organisational culture is a ‘set of underlying beliefs, values, principles and ways of interacting’ (BT Editors, 2019) However there are many academic definitions of organisational culture, these include Balogun and Johnson’s ‘the way we do things around here’ (Johnson et al., 2003,2007).  ‘The only thing of real importance that leaders do is to create and manage culture’ (Edgar Schein Quote: Â��the Only Thing of Real Importance That Leader Do Is to Create and Manage Culture. A��, n.d.) Schein emphasised that cultures are not embraced by organisations in one day, they are established over time as employees experience change as they adapt to their external working environment. Workplace culture forms and grows as employees gain experience form thro past and put their learning into practice. 

Boots organisational culture is said to be good previous employee quotes state, ‘from the CEO to the management level, and floor staff’ (What Is the Organisational Culture at Boots UK? | Indeed.Com, 2017).
And ‘Friendly, like to offer development and a lot of experienced people to help with any queries’ (What Is the Organisational Culture at Boots UK? | Indeed.Com, 2017) Another previous employee quoted that ‘all uniforms are the same and everyone is treated equally’ this would be part of Schein’s model in the section of artefacts. The Leadership and Change magazine states that Edgar Schein quotes ‘Culture is not a surface phenomenon it is our very core’, Schein vocalises that he sees culture much like a lily pond, the surface is the leaves and flowers, and these are the things very visible however they are not seeing the root system what is feeding the history and growth of the lily pond. (Bremer, 2022) So where boots have all members of staff in the same uniform is just the crust of the organisational culture of Boots.

Human Resources

Boots alliance and Walgreens strive to treat all members of staff or as they call them, ‘their people ‘with respect and dignity, by supporting their personal health and wellbeing. Conveying their commitment to equal opportunities for their entire company. Consistently improving their approach to health and safety, whilst actively caring about their employees and customers, always aiming to inspire a healthier and happier workplace.

Boots value their employees and see them as one of their greatest assets, without them it would not be possible to pursue their purpose of helping people globally have a healthier and happier life. Caring for the health and wellbeing of their employees remains one of the top priorities in the company, whilst also attracting a diverse work force. Boots UK has 16% of the company’s employees, they offer a comprehensive range of benefits for full and part time employees. Employees can create an optimal benefits package to help them through their career which is flexible and tailored to them. Availability of health and wellbeing, lifestyle, travel, and financial planning and insurance and time off, these would be part of the employee assistance programs along with loyalty awards, pension schemes and a generous employee discount. Boots also offer their UK employees discounts for over 2,500 venues across the UK which included family activity passes, and restaurants and holiday destination discounts.

Boots also have support packages for their employee ‘one is a mental health package this was launched in 2018 where attention was steered to mental health awareness among employees, with one if four people being affected in the UK by mental health issues yearly. In May there is a Mental Health Awareness week, Boots publish 5 Ways to Wellbeing, these are simple ideas that employees can focus on to help maintain good mental health within the workplace whist also ensuring personal reflection. One of the five points were encouraging proactive conversation within their teams.

Continued achievement in a reduction in overall accident numbers within the workplace and retail stores, backed by the ongoing successful application of self-audit programs that asses the safety compliance four time a year. Boots UK warehouses are below the average accident rate, by launching their ‘Be Aware Take Care’ campaign with approximately 7,500 employees across its stores and warehouses, this campaigned concentrate on driving engagement and remind employees to me more mindful of their surroundings and that of others to prevent workplace accidents. Addition to Be Aware Take Care, Boots UK launched a further campaign ready for the holiday seasons, which included checklists design to secure that Boots UK employees check that all stores and warehouses were safe and prepared for busy holiday shopping seasons. Boots have wo many British Safety Federation awards for safety excellence and successfully developing the Heavy Goods Vehicle drive of protection concept, which started in Boots Nottingham and Burton warehouses, this innovation introduced warehouse lighting landing strip installation and extra safety innovations to loading operations across UK.

Conclusions 

This report researched ‘Boots’ and how they manage and incorporate their CSR and how this influences their organisational context and culture, and its impact on their Human Resources work. It can be concluded that Boots have an excellent insight to culture in the workplace and adapt many of Schein’s and Handy’s organisational culture modules. Boots’ ethos is ‘If your happy to work and show initiative, training is widely available, which enable their employees to challenge their skillsets and broaden their ability to do variety of tasks’ (Boots UK, 2016).

Recommendations 

The following recommendations are proposed following the research and investigation into Boots’ CSR and HR practices:

1. Boots have long shifts which is often mentioned in indeed.com employer reviews. A recommendation would be that Boots do shorter split shifts for those who require lesser working hours. 

2. Employ more seasonal staff as again on the indeed website many members of current and ex employee’s state that they are understaffed, and that it is a stressful environment due to this fact (Boots UK, 2016).
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