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[bookmark: _Toc13838207]Introduction:
This study focuses on the working procedure of an organization that is critical and crucial for its growth and development. It also analyzes the importance of customers and employees in the firm with a detailed discussion of their roles in the firm's development. The firm chosen for this study is Morrisons which is the fourth largest supermarket chain based in the UK. Due to its retail operations, the following sections discuss the importance of the firm’s operations with a brief introduction to the firm and the sector where it is operating. It also analyzes the role of operations manager working in the firm. 
[bookmark: _Toc13838208]Discussion: 
[bookmark: _Toc13838209]Description of the firm’s credentials:
As stated earlier, Morrisons is the fourth largest supermarket chain in the UK based out of its headquarters in Bradford, England. It is a retail firm with a focus on providing retail experience in varied items and products. The retail sector of the UK is one of the largest in the world with an economic output of £92.8 billion in 2017. It also employs around 2.8 million people. Morrisons is one of the leading retail chains that employ 110,000 workers as of March 2019 (Morrisons.com, 2019). With over 500 stores across the UK, the firm has amassed total revenue of GB£17,262 million as of 2018. 
[image: Image result for morrisons]
Figure 1: Logo of Morrisons
Source: Morrisons.com, 2019
Goals: The corporate goals of Morrisons are to create a sense of competitiveness in the firm and among the employees to increase outputs. It also aims at delivering extra services and additional perks to its customers for better channeling and resources generation. 
Mission Statement: To provide the best value for money with world-class products and services across all the sectors where Morrisons is operational (Morrisons.com, 2019).
Values: The management at Morrisons firmly believes in their values to instill education and learning in every job and work that is generated in the firm. It helps to train future employees with a prescribed set of knowledge and skills for further improvement in the firm.
[bookmark: _Toc13838210]Identification of customers and their expectations:
Morrisons has an extensive policy of identifying customers and retain them in their business cycle over the years. These customers are mostly retail customers who opt for shopping. These individuals comprise the largest customer curve for the firm amounting to 74% of total customers (Morrisons.com, 2019). Therefore, it is quite clear that individuals are the primary customers. Small business owners and registered buyers comprise about 22% of the total customers. These clients buy from Morrisons and further sell them at a profit to other end-users. The remaining 2% of customers comprise of institutions, religious centers, and health clinics.  
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Figure 2: Customer feedback for Morrisons
Source: Morrisons.com, 2019
In terms of goods and services, customers have varied expectations depending on their category. As stated earlier, individual customers seek excellent products and services from the firm irrespective of the price charged. As opined by Peker et al. (2017), the main priority of the management for these customers is to yield better services and provide excellent goods. However, for small business owners, the exception is in better product quality as well as price discounts and offers. Since they are not the end-user and intent to sell them, it is quite natural that they would seek increased discounts at wholesale rates. As observed, irrespective of the category, all customers expect excellent quality of products as the bare minimum from the firm.
[bookmark: _Toc13838211]Internal environment analysis of the firm:
	Strengths
· Excellent customer relationship models and strategies
· Quality verified products across each category of products (Morrisons.com, 2019)
· Special considerations for wholesale dealer and traders
	Weakness
· Excessively dependent on the UK markets only
· Lack of online business platform apart from groceries (Lee et al. 2017)
· Inability to retain customers due to weak customer loyalty schemes

	Opportunities
· Scope to cater all products online with assistance from Amazon UK
· Better product differentiation that other UK supermarkets
· Use of technology like automation in business processes (Morrisons.com, 2019)
	Threats
· Volatile UK markets due to impending Brexit decision
· Harsh pricing competition among the large supermarket chains (Kamat et al. 2017)
· Advent of online retailing websites and mobile applications


Table 1: SWOT Analysis of Morrisons
Source: Created by author
As observed from the table above, Morrisons experiences a tough competition in the UK markets but has managed to stay relevant in the country. The major strength is the Grade A quality verification process by government authorities that increase the propensity of buyers to avail those items. Further, it has one of the most impressive customer relationship models to engage with the clients. It also has a separate program to attract wholesale traders and dealers to avail products in bulk. However, due to lack of proper loyalty programs, the management would not able to retain many customers and lose out to other supermarket chains (Lee et al. 2017. Furthermore, it has not adapted to any system to offer the products through online sales apart from groceries. The management is too dependent on the UK market that could cause trouble later during a crisis. However, the firm can avail the service of Amazon UK to cater its products over online hosting without spending too much. It also uses automation in the business that can help in the expansion of production arm later in the future. However, as argued by Ramanathan et al. (2017), there is a constant threat of Brexit crisis looming in the UK market. It is further aggravated by the price wars between the supermarkets in the country.  
[bookmark: _Toc13838212]Role and support of employees in the organization: 
The major roles and functions of Morrisons employees are segmented in various categories based on the departments they work in and execute defined tasks. These are provided below: 

Figure 3: Important employee departments at Morrisons
Source: Created by author
Operations: The employees of this department are the most important in the firm. They are responsible for execution of tasks in the supply chain process and also ensure that other tasks are progressing effectively. It is the main supporting unit of Morrisons that helps in the sales process and carrying of daily activities in the organization. For instance: Operations Manager.
Marketing: The employees of this department are directly responsible for the promotion and marketing of the firm through creative and cost-effective ways (Morrisons.com, 2019). With the harsh competition in the UK retail sector, this department plays a crucial role in ensuring market relevance and customer engagement. It supports promotional activities like advertisement and hoardings for better visibility. For instance: Marketing Manager
Customer service: The employees of this department are responsible for after-sales service and grievance redressal of customers. They act as the first line of service to customers seeking help and query resolution. They are responsible to provide support to them and guide them towards resolution. It retains the employees who have received proper support with their issues. For instance: Customer Service Supervisor.
Manufacturing: The employees of this department are responsible for the production of the limited number of things manufactured by the firm (Morrisons.com, 2019). Since the firm has large tracts of plantations to grow their groceries and produces, these employees are tasked to provide these items on a regular basis to all the stores as required. For instance: Production Manager 
[bookmark: _Toc13838213]Description and importance of training and development:
One of the most important aspects of managing a firm is to continuously aim for growth and development. It can be done by grooming and developing individuals working for the firm as per the necessary mandate (Salam et al. 216). Since development is a dynamic aspect, it is in the general interest of the employees to be trained at regular intervals with the latest techniques.
In this case of Morrisons, the management should consider training the employees with latest technologies so that they are able to handle the technologies well. It will allow for smoother and flawless work execution across all departments. Another training that is required is customer engagement skills that can help the employees to engage the customers in a friendly way. In turn, it will help to achieve customer retention in the firm. Since Morrisons are involved in after-sales services as well, it is preferred that employees are taught the concept of total quality management that can help them to provide total resolution to the customers (Morrisons.com, 2019). The significant aspect of training is to improve the employees and teach them new skills required in the firm. Therefore, Morrisons should have a system of training and development monitoring to analyze the need for skills among its employees. 
[bookmark: _Toc13838214]Role and importance of Operations Manager in the firm:
Operations Manager in Morrisons is a key member of the supply chain management of the firm. With the departmentalization of all the tasks in the firm, the operations manager took over as the sole authority of all operational works. The following are the main roles and importance of operations manager in Morrisons.

Figure 4: Role of Operations Manager at Morrisons
Source: Created by author
Process Monitoring: The primary task of an operations manager at Morrisons is to supervise and oversee the entire process chain in the firm. As opined by Golhar and Alex (2017), it can include operational processes only or can be extended to oversee the entire supply chain management. This task includes monitoring of the work cycle and works with other subordinates like inventory manager and shift managers.
Analyzing statistics: Another significant task of the operations manager is to analyze the statistics generated on a regular basis. Since Morrisons is a huge firm, lots of data is generated and the operations manager is supposed to go through all of it. It helps him to decide the next step of actions for the firm. 
Decision-making: This is the most important task of decision-making that the operations manager executes at Morrisons (Morrisons.com, 2019). It involves taking decisions related to expansion within a particular jurisdiction, increase range of products and also hiring employees for absorption in the operations department. It is touted as the most critical task of an operations manager.
[bookmark: _Toc13838215]Skills and knowledge necessary for an Operations Manager:
Operations manager are one of the most important employees of a firm and it is necessary that they are smart and creative in their way of working. In order to do so, these skills are necessary for him or her to execute duties flawlessly and with ease and grace.

Figure 5: Skills and knowledge of Operations Manager at Morrisons
Source: Created by author
Communication skills: Operations Manager must have strong communication skills to convey his requirements to all the employees working under him in separate divisions (Pantano et al. 2017). Since he is in command of many tasks and processes, it's necessary that he has a strong communication ability to keep control of these tasks.  
Negotiation tactics: Since Operations Manager have to deal with suppliers and vendors on a regular scale, it is necessary that he has good negotiation skills to work out a profitable deal with them. It is crucial for the firm’s revenue generation and better engagement with the vendors.
Organizing skills: With a host of tasks and divisions under his command, it is necessary that operations manager can organize and keep accountability of all of them. As opined by Peker et al. (2017), this skill helps him to manage his time well and allocate resources and budget as per the needs of the various divisions.
Industry Information: It is critical that operations manager has lots of industry information and insider trader details so that he can take decisions well. It is one of the facets of a successful operations manager who can align both internal and external information to make an effective decision for his firm.  
[bookmark: _Toc13838216]Consideration of training and development requirements:
The following training and development needs are to be considered for Morrisons. These training and development are based across the entire organizational process and is not exclusive to any particular department.

Figure 6: Training and Development Requirements
Source: Created by author
Soft skill lessons: This skill is critical for employees to handle clients and customers in a more proactive and professional way. Since there are lots of departments in the firm, this skill is broad and is applicable for all employees. As opined by Pantano et al. (2017), it helps in securing a deal effectively and manages customers with tact and efficiency. 
Technology training: This skill is necessary to familiarize the employees about the technical knowledge and technological devices that the firm has incorporated in the system. It is important that they are able to work on these technologies for better output. Otherwise, these turn out to be a waste of resources and time.
Product orientation: Another major training module is the orientation sessions where employees are imparted knowledge of the existing products and services of the firm (Lee et al. 2017). It is very important for employees who are in direct interaction with customers to know about products minutely to resolve any queries or issues.
[bookmark: _Toc13838217]Conclusion:
It can be concluded that a firm is able to perform and function well if the management is able to define the firm's ways for better community engagement. In order to make sure that employees are working in tandem with the firm’s goals, it is necessary that proper training and development is also provided to them. Therefore, it helps the firms to achieve goals and objectives easily. 
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