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TESCO

Executive Summary
In this report a detailed organisational analysis has been done on Tesco. The UK based retail market giant has a strong market base among the middle-class population of the society. Following the hierarchical organisational structure, the company has managed all of the operations with ease. However, the SWOT analysis of Tesco has identified some areas which need improvement. Training is an important component of for development of an organisation. It also helps to boost up the level of employee morale. In this report the areas of improvement in Tesco have been identified. A training and development plan has been prepared that may help the company to attain desired objectives. The job role of customer assistant has been chosen here for better evaluation. Communication skill is the primary skill that has to be possessed by the CAs. At the last portion a development and training plan has been prepared for further improvement of Tesco. 
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[bookmark: _Toc39749528]Part A
[bookmark: _Toc39749529]Introduction
Organisational evaluation is an important approach for developing ideas related to management of a business. The UK based supermarket giant Tesco is the organisation of discussion for this report. Tesco operates in the retail market of the UK as well as in the global retail industry. The company has more than 6800 stores globally. Employees are the key workforce of the company. Based on the target customer base organisation finalises its business goals. Each job role in the organisation has a different set of responsibilities. The need of training requirements for improvement of the employee as well as organisational performance is going to be evaluated in this report. 
[bookmark: _Toc39749530]Overview of the company
Tesco is a general merchandise and grocery supermarket chain. The UK based organisation operates in the global retail market with more than 6800 shops around the world. In the UK only, Tesco has more than 2200 stores (Tesco.com, 2020). Most of the international stores of Tesco are located in the markets of North America, Asia and Europe. As per the current data the present number of employees working under Tesco is 450000 (Tesco.com, 2020). Till February of 2020, the profit amount of Tesco has been £2.9 billion which is 13.5% more than the previous year.  
Structure
Tesco follows a hierarchical organisational structure. As the company has multiple layers of operation, therefore, one chief person cannot monitor all of the activities of the organisation (Mullins and Schoar, 2016, p.25). The hierarchical structure helps the management to manage operations in different countries. Hierarchical operational structure helps Tesco to provide best service to the customers globally. 


Figure 1: Tesco overall and store level organisational structure
(Source: Forbes.com, 2020)
As mentioned in the above figure, Tesco has an executive committee consisting of 11 members and at store level the company operates through four layers of management. 
Mission, goals and values
Tesco operates on a simple mission, to be the market champion for their customers. The goal of the company is to help the customers with proper products to support better quality of life and provide an easier way of living to them. Presently the company has a goal to improve the online shopping platform for providing a better shopping experience to the customers (Tescoplc.com, 2020). The organisational value of Tesco triggers to understand the perception of the customers better. The main objectives of Tesco are;
· Understanding the needs of the customers
· Being first to meet their needs
· Responsible actions within communities
In order to serve the customers better, Tesco follows a range of organisational values which are as follows;
· Working as an organisational team
· Respecting and trusting colleagues
· Listening and supporting each other
· Sharing experience and knowledge in the workplace (Tescoplc.com, 2020)
[bookmark: _Toc39749531]Perception of the customers
The target customer base of Tesco is the middle-income group of the society. As an experienced stakeholder of the global retail market, Tesco targets the specific segment of the society that demands well qualified products at a reasonable price (Forbes.com, 2020). 

Figure 2: Global stores of Tesco
(Source: News.bbc.co.uk, 2020)
Globally the customer base of Tesco is huge. Tesco has already captured 25% share of the retail market in the UK only. Customers expect a variety of retail products from Tesco at reasonable price and seamless service delivery (Thegrocer.co.uk, 2020).  
[bookmark: _Toc39749532]SWOT analysis of Tesco
In order to conduct the SWOT analysis, recent market performance of Tesco has been considered. 
	Strengths
· Tesco is considered to be the largest supermarket chain of the UK, as per 2018 reports, annual operating profit has increased 28%
· Tesco has captured 27% of retail market share of the UK (Tesco.com, 2020)
· Presence of Tesco in 6800 different locations help to compensate loss of oner market with the profit of another one
· Recently Tesco has launched diversified stores like Metro, Extra, one stop which have increased the craze among the customers
· A variety of product range starting from grocery items to essentials and supported by a huge number of workforces are primary strengths of Tesco
· Tesco has successfully implemented RFID barcode system for managing product inventory
· Simplified business model with efficient network of supply chain are two major strengths of Tesco (Theguardian.com, 2020)  
	Weaknesses
· In 2017, Tesco has been charged with fines for profit misinterpretation and faulty accounting declaration
· In 2018, the operating profit of Tesco has been decreased that has 9% fall in the share price of the company
· Low cost strategy of Tesco amidst global inflation has hampered the profit margin
· Lack of proper market research has impacted on the performance level of certain stores of Tesco in the UK market
· At the onset of 2018, Tesco has switched to a club card scheme without providing proper information to the customers. Therefore, it has faced massive backlash from the customers (Bbc.com, 2020)

	Opportunities
· Recently, Tesco has launched new business line called Jack that can compete efficiently with low-cost market rivals like Lidl and Aldi
· Joint venture of Tesco with local companies in new global market can help to earn increased profit
· In recent years, Tesco has significantly developed its online platform. It has upgraded the level of online shopping experiences of the customer (Tesco.com, 2020)
· Emergence of Tesco in developing countries has high opportunities of expanding overall business of Tesco
	Threats
· The fake farm controversy of Tesco has imposed a threat on its brand value in 2017
· The implication of Brexit referendum has imposed threats over costing and trade deals of Tesco
· The market competitors of Tesco are supermarket giants like Walmart, Aldi which have threatened the market position of Tesco
· Changing government regulations and legal matters have affected the operational efficiency of Tesco (Proactiveinvestors.co.uk, 2020)
· Recently the COVID 19 situation is going to impose economic threat on Tesco as a portion of their business has been halted


Table 1: SWOT analysis of Tesco
(Source: Created by the researcher)
[bookmark: _Toc39749533]Explanation of the role of the employees to meet organisational goals
Not only in Tesco but in any other organisation employees play the main role to achieve the goals of the companies. Higher management prepares a plan and employees play the specific part which they are allocated to do. As mentioned by Ramdhani et al. (2017, p.827), the employees of a company need to execute the business planning in reality. In a supermarket chain like Tesco, employees have to manage the inventories as well as have to provide proper services to the customers. Through proper communication, collaboration and effective usage of experiences employees of Tesco can help the management to reach organisational goals. 
[bookmark: _Toc39749534]Explanation about importance of training 
Training plays an important part in organisational success and development. Well trained employees are productive in nature. As mentioned by Hanaysha, (2016, p.299), training helps to improve the unpolished skills of the employees. In brief the importance training in Tesco is as follows;
· Increase in overall productivity of the company
· Higher level of job satisfaction and improved morale of the employees
· Improved organisational cooperation essential for better service delivery to the customers
· Less wastage of materials
· Decreased need of constant supervision by the hierarchy (Hanaysha, 2016, p.303)
[bookmark: _Toc39749535]Evaluation of a specific role
Retail organisations are fully customer oriented. Therefore, customer assistant (CA) is an important job role in Tesco. The CAs work as the face of Tesco at different stores. The key responsibilities of CA are as follows;
· Approaching the customers at store
· Careful listening the specific concerns of the customers
· Exclusively knowledgeable about the products and services of Tesco
· Restocking of the products at the shelves
· Being on place on time and well prepared to answer back all the queries of the customers (Tesco-careers.com, 2020)
In Tesco CAs are considered to be the heart of overall services provided by them. Solving customer enquiries and passing them to appropriate departments are the core responsibilities that CAs have to perform at Tesco. 
[bookmark: _Toc39749536]Skills of that specific role
Excellent communication is the primary skill that is expected from the customer assistant of a retail company like Tesco. Other required skills and knowledge of CAs are as follows;
· Effective listening and communication skills
· Strong capture over the local language
· Being patient and keeping calm in stressful situations
· Effective verbal communication with the customers
· Excellent knowledge about all the products and services of the company
· Being prompt in action (Nickson et al. 2017, p.693) 
[bookmark: _Toc39749537]Requirements of training (plan)
Being the retail market giant of the UK, Tesco provided regular and proper training to the employees. Most of the training procedures of Tesco are on-the-job training. A newly appointed employee of Tesco works under the supervision of another experienced employee of similar job role. In this approach the newly appointed employee can efficiently identify what they have to do and gain knowledge about the ways. Better workforce executes better service delivery in the organisation. Reviewing the specific job role of Tesco, customer assistant, it can be said that training workshops have to be arranged for the CAs to improve their communication skills as well as the knowledge about product and services of the organisation. 
	Areas of improvement 
	Strategy
	Responsible person
	Time scale
	KPI

	Arranging skill development training for newly appointed employees
	· Sectioning of the new employees as per their job roles
· Providing basic training on the essential skills of particular job roles
	Store manager, Trainers of specific sections
	15 days
	Properly trained workforce can provide exclusive service to the customers (Procativeinvestors.co.uk, 2020). 

	Demonstration training regarding the implementation of RFID technology for managing inventories
	· Providing basic knowledge about RFID technology
· Practical demonstration of using RFID for inventory management
	Store manager, Technical experts
	30 days
	Effective usage of RFID technology can change the scenario of inventory management at Tesco.

	Improvement of the online platform of the company
	· Adding more features to the online shopping portal of Tesco
· Providing proper training to the employees to manage the web portal effectively
	Web analyst, CEO, Technical trainers
	30 days
	Web portal with added features is expected to draw more customers to the company.

	Improving employee morale
	· Providing personal recognition
· Executing career development opportunities in reality
· Working on salary structure and shift timings
· Encouraging creativity of the employees
	CEO, Store managers
	2 months
	Improved morale of the employees is expected to improve overall performance of Tesco. 


Table 2: Training and development plan for Tesco
(Source: Created by the researcher)
In the above tables the areas of training and development have been mentioned. It has been observed that Tesco is popular among the customers for its effective and low-cist service delivery. However, some recent loopholes have adversely impacted the brand value of the organisation. Proper execution of the above-mentioned plan can improve the organisational productivity as well as can improve the core skills of the employees. 
[bookmark: _Toc39749538]Conclusion
From the overall discussion it has been understood that effective service delivery to the customers has helped Tesco to flourish as a giant in the global retail industry. Hierarchical oragnisational structure of Tesco has helped the management to monitor all the operations at minute levels. However, some recent incidents have imposed threats over the organisational reputation of Tesco like the fake branding event, legal charges for  account statements. In contrast, the company has recently ventured the markets of developing countries. As the target customer base of Tesco is the middle-class population of the society, therefore, it can be said that Tesco has high opportunities to earn profits from the markets of emerging countries. It has been observed that the management of Tesco is well aware about inclusion of technological innovations like RFID technology for effective management of organisational operations. Within a number of job roles offered by the company, the position of customer assistant has been chosen in this report for further evaluation. Effective communication and proper knowledge about the products of the company are the core skills that Cas need to have. At the last portion a training and development plan has been prepared that identifies the specific areas of improvement in the organisation. From the overall discussion it can be concluded that effective execution of the plan can improve overall productivity of Tesco. 
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