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                                                               EXECUTIVE SUMMARY
The management procedures and tactics that Sports Direct used to handle customer and staff complaints are examined in this report. It highlights significant complaints and assesses how mainstream and critical management theories contribute to developing an organizational culture that values workers and output. It also offers standardized recommendations for enhancing complaint-handling procedures to conform to modern management techniques. Numerous people have criticized Sports Direct UK for its corporate governance and management techniques, especially concerning how it treats its employees and how non-transparent its operations are. Among the main grievances are poor working conditions, unethical employment contracts, insufficient health and safety precautions, and a lack of responsibility at the leadership level. This study investigates these issues by ethically analyzing the business's systems and management practices. The main goals of the recommendations are to resolve labour rights concerns, increase transparency, and promote an ethical governance culture. Sports Direct may boost employee morale, restore confidence, and improve business reputation by implementing these actions.










INTRODUCTION
Effectively handling customer and staff complaints is essential in today's competitive market to preserve brand loyalty and guarantee sustainability. This report highlights the main complaints of staff and customers, examines the ethical efficacy of the systems and management approaches, and makes recommendations for improvement. By coordinating plans with mainstream and critical management ideas, the organization may cultivate a culture that values customers, staff and performance.

CASE STUDY/MAIN FINDINGS
According to the Health and Safety Act (1974) (HASAWA), employers must comply with many laws about health and safety to ensure a safe working environment for employees. However, one of the key complaints mentioned by employees of Sports Direct, particularly those working in the warehouses, is poor working conditions, which has led to high rates of accidents within the workplace. Allegations of "Victorian" practises include insufficient breaks and stringent disciplinary measures. There has also been strong opposition to the "six strikes, and you are out" policy on employee absence that was in place, whereby being sick or taking time off to have a baby was held against staff to the extent that a woman had her baby in the toilet all because they were too scared to request time off work, this woman had her right violated under the Equality Act 2010. These allegations show the level of mental and emotional torture employees have been exposed to within the organization. Not only was their Mental health affected, but most definitely, their safety was not cared for as well.
Another key complaint by employees was that wages paid were less than the minimum wage due to the long period of compulsory security checks that seep into employees' working hours, and employees do not get paid for those hours; this was not the staff's fault from the start. Paying workers less than what they are due in the guise that security checks must be done is unacceptable and against the National minimum wage law (GOV.UK, 2024). In addition, the organization has failed to ensure proper sign-in procedures have been put in place, which causes a delay in the early resumption of duties. Poor planning and scheduling are significant factors that cause organizational delays; unfortunately, in Sports Direct, the employees get the brunt of the blame. In a nutshell, employee Labor rights were being violated. In addition to discriminatory acts, the exploitation of migrant labour and agency workers exposes unethical workforce management practices (Kooli, Son and Beloufa, 2022).
Legal safeguards against sexual harassment at work are provided under the Equality Act 2010. Despite this, ongoing allegations and disclosures in recent years suggest it is still an issue, just like in allegations that women who work in Sports Direct were targeted sexually. So, onwards, employers were required to take 'reasonable steps' to prevent sexual harassment of their employees (Heymann et al., 2022). The government has strengthened this duty through the Employment Rights Bill and boosted economic growth by tackling poor productivity, insecure work and broken industrial relations. The Advisory Conciliation and Arbitration Service and the Equality and Human Rights Commission published guidance for employers on developing appropriate plans and policies. This includes what behaviour needs to be addressed and how complaints should be handled to help employers protect their staff and avoid tribunals (GOV.UK, 2024).
While operational issues within Sports Direct receive less attention, understaffed retail establishments have occasionally been connected to customer dissatisfaction with service and product availability. According to Alkhodary (2023), one significant understanding is that "customers are always right", as customers' satisfaction with an organization's product and services is often seen as the key to its success and sustainability.
In response to all these allegations, management was pressured to step up and do the right thing. For management to put things right, Sports Direct's management style needs to change from an "Autocratic" style of leadership, whereby one person makes all of the choices under autocratic leadership and seldom solicits feedback from others. This could be a challenging leadership style because leaders do not consult others before making judgements; decisions are based on personal convictions (Bwalya, 2023). However, the autocratic leadership style could be advantageous when the leader has specialized expertise or has to make decisions quickly. Furthermore, because team members may feel disengaged and devalued, it can impede creativity and innovation. 
According to Innes. M (2024), Sports Direct has been on a reformative journey, making conscious efforts to improve the brand, alter consumer views, and rely more on brand development. Workplace governance was reviewed by randomizing security checks and enhancing payroll systems, and revised policies were introduced. However, this did not just happen without a proper ethical investigation of the culture of Sports Direct, which revealed that the existing management techniques could unintentionally put Efficiency ahead of morality, which could result in consumer discontent and employee fatigue. A more ethical and inclusive management style is required to promote a responsive and accountable culture. However, Mats Alvesson (2022) suggests that an organization's culture significantly impacts how well it runs and how its workers feel appreciated. Organizational culture and management theories interact in a complicated way, with mainstream and critical theories providing insightful information. Mainstream theories emphasize production and Efficiency, frequently putting organizational objectives ahead of the well-being of employees. In this context, mainstream theories like Scientific Management and Human Relations prioritize Efficiency, productivity, and staff well-being. Although these theories have influenced our operational tactics, an excessive dependence on Efficiency may obscure the significance of staff well-being and engagement.
However, Loïc Bawidamann (2024) argues that popular theories provide a methodical approach to management; they frequently ignore the human factor, which can result in a dissatisfied staff. On the other hand, critical theories emphasize the person and create a supportive atmosphere, but they might not be as operationally efficient as specific organizations need. On the other hand, Cameron et al. (2022) suggest that critical management theory honours employee viewpoints and promotes challenging conventional approaches. This strategy may result in a more welcoming workplace where staff members are encouraged to participate and feel appreciated. Cameron et al. (2022) further buttress that mainstream and critical theories significantly influence organizational culture. Critical theories promote inclusion and empowerment, whereas mainstream theories focus on effectiveness and control. Combining the two viewpoints can result in a well-rounded culture that respects workers and improves output.
RECOMMENDATIONS
Heskett and Kotter (2022) also agree that balancing both approaches could lead to a win-win for any organization like Sports Direct going through some form of reform, which will benefit from a hybrid strategy that combines the best features of mainstream and critical perspectives can be advantageous. Organizations may establish a more comprehensive culture by acknowledging the significance of performance indicators and staff well-being. Therefore, suggestions that could help develop an organizational culture driven by values with a blend of both strategies are listed below;
Regular Leadership Training is one important aspect of growth in an organization. Train leaders to embrace a transformational leadership approach prioritizing employee empowerment, empathy, and support. According to (Manning, 2021), leaders ought to set an example for the culture the company wants to develop. For example, the case of the woman who had her baby in the toilet in one of Sport Directs warehouses shows a lack of empathy and support towards staff, and that was somewhat to the extreme, aside from the fact that her rights were violated.
HR policies and procedures: Taylor and Woodhams (2022) suggest that organizations can periodically review and adjust HR rules and practices to fit constant changes. Job analysis, arbitration and mediation processes, grievance and disciplinary procedures, reward and appeals systems, trade union registration and formal training are a few examples. Fair, secure job arrangements for all workers should replace zero-hour contracts to prevent exploitation and agency workers should be moved quickly into permanent positions.
Encourage a transparent workplace atmosphere where staff members can freely express their opinions and concerns. An open-door policy and frequent feedback sessions can help with this. Create a culture of open communication and anonymous feedback to address employee problems proactively (Nair et al., 2022).
Promote a work-life balance-focused culture by offering wellness initiatives and flexible work schedules. Thilagavathy and S.N (2021) suggest that this can lessen burnout and increase worker satisfaction. Organizations that support a good work/life balance increase employee output and improve overall business success. Family-friendly employers are increasingly providing the most outstanding benefits packages to employees, such as flexible work schedules and features that encourage a positive and healthy work/life balance, to draw in the best employees.

Altman (2021) believes that workplace environments that are fulfilling and positive do not happen overnight. It will develop with time if employers stay true to ethical principles, pay attention to staff, and enjoy building a strong, reliant team. Creating work cultures that keep staff happy and organizations successful takes time. Empower staff by implementing systems for staff feedback and include workers in decision-making.
Lastly, health and safety is a complex topic that calls for an all-encompassing strategy. The significance of keeping a safe and healthy workplace cannot be over-emphasized, from meeting legal obligations to fostering general employee welfare. Organizations that put health and safety first safeguard their workers; a healthier staff and a more prosperous, long-lasting company are the ultimate results of investing in health and safety measures because it improve staff's long-term performance, operational effectiveness, and reputation (Asad et al., 2023). 

A few points why Health and Safety is critical in the workplace; 
· Workplace mishaps and injuries can be prevented when good health and safety procedures are implemented, contributing to a safer working environment.
· Medical expenses, legal fees, and missed workdays are all reduced when workplace accidents are minimal to non-existing
· Businesses may avoid penalties and legal problems by simply following health and safety laws.
Employees are entitled to a safe and healthy work environment appropriate for everyone who visits or works there. Employers must, therefore, consider things like space, cleanliness, lighting, ventilation, and the availability of sufficient lavatory, laundry and changing facilities. Although workplace dangers are not often readily apparent, addressing these concerns and those in areas like emergency lighting, appropriate flooring, safe pathways for foot traffic, windows, and doors may assist in doing this. Even seemingly innocuous working conditions and procedures might cause significant damage (Zanobetti, 2022).
In response to customer complaints, management should respond quickly to them because a fair resolution enhances public perception and minimizes negative impressions of the organization. In addition to providing information about problems with goods and services, complaints also assist in identifying any gaps that require immediate review or correction. Additionally, the more happy customers an organization has, the more trust it builds and the higher its chances of having a long-term, sustainable business (Aityassine, 2022). Most importantly, to achieve the above recommendations, every organization undergoing reform needs a leader sensitive enough to know how behaviour in words and actions can significantly impact people. Skilled workers of today require what leadership specialists refer to as a "post-heroic leader": a leader who is both intellectually and emotionally flexible, capable of shifting their approach from authoritative to collaborative—and back again—when needed to maximize team performance. Post-heroic leaders understand that managing a complicated collection of seemingly incompatible organizational dynamics—autonomy and shared decision-making, individualism and teamwork—is more important for success than following hierarchy or position and power (Giuliani, 2022).



CONCLUSION
In conclusion, both mainstream and critical management theories significantly influence organizational culture. Critical theories promote empowerment and social justice, whereas mainstream theories emphasize standardization and Efficiency. A well-rounded strategy that incorporates both of these advantages can assist companies in developing a culture that appreciates workers and output. Organizations may create an atmosphere where workers feel appreciated and inspired by implementing the suggested tactics, which will eventually improve output.
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