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PROBLEM   SOLVING AND DECISION MAKING

Executive summary
The report is focusing on the definition of the complex problems. Different scopes and the impact of the problems over Primark are discussed in the mentioned report. The report gives the idea of the market analysis of the fashion industry in UK. In this context, SWOT, PESTLE and Porters five forces are uses as the analytical tools for the analysis of fashion sector. Different solutions are described in the mentioned report. Apart from this the decision making techniques are discussed in the mentioned report. The report provides the idea of the resolution plan and the communication plan.
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Introduction
The report is focusing on the definition of the complex problem. Different scopes and the effect of the complex problem over Primark are described in the mentioned report. The report also analysed the problems by using the pestle analytical tools which analyse the fashion industry bin UK. Apart from this Swot analytical tools are used for the analysis of the Primark’s strength and weakness. The porter five forces and the forces five fields are used for the analysis of the problem faced by the mentioned organisation. Different resolutions of the faced challenges by the organisation are described here. A communication plan and the resolution plan are mentioned in the report. 
[bookmark: _Toc17904530]Definition of the complex problem
The primary complex problem facing by the organization Primark is that they are struggling to mitigate their consumer’s pre- fixed motion regarding their products. Their customers thought that their products are not sustainable fast fashioned as well as particularly made ethically.  The other complex challenges are that the working environment is not as good as the employees are forced to work over time (cub magazine.co.uk, 2014).The salary of the employees is not as good as they were paid low wages to their employees. Their customers are not satisfied with the quality as well as design of their products and services.
[bookmark: _Toc17904531]Scope and Impact of the complex problem
[bookmark: _GoBack]The unethical quality of the products of the Primark brand has impacted their brand image in a negative manner as they have lost the trust of their customers. They are among260 employers who paid less salary to their employees as compared legal wages payment amount (O'Connor, 2017).  Staff of this enterprise are not satisfied with their jobs as well as working pressure with less salary. Thus, employee turnover has been increased in this organization which has impact this enterprise in a negative manner. Their customer’s dissatisfaction has lost most of their loyal customers to their rival organization which is affecting their financial as well as social performance negatively. They have also been fined with the total amount of £1.3m and they have repaid £1.7m to 16,000 to their impacted employees (O'Connor, 2017).
The employee’s dis-satisfaction for fewer wages with huge working pressure is impacting their operational performance of their organisation in a negative way as they are not able to reach their targeted goal. However, in order to make their employees retained and satisfied, then they should focus on the needs as well as preferences of their workers (Alaviet al. 2016). They also need to pay a satisfying amount of salary to their employees on a timely basis in order to prevent employee turnover. The employees who are fully encouraged by them can do their best performance in order to make them successful and reach their targeted goal.
They also need to focus on the expectation of their customers from them by following the current trend of fashion in order to satisfy their customers (Ashman et al. 2015). They should produce their products as per the required design as well as quality expectations of their customers with affordable price.
[bookmark: _Toc17904532]Organization Background
Primark Company is an international fashion retailing shop that offers current fashion as well as homeware and beauty products at reasonable on high street. Presently, this brand has more than 350 operating stores in the 11 countries including Europe as well as America. In the recent 2019, this enterprise has entered 12th markets and become 1st in Central Eastern Europe. The main of this organization is to give their high quality fashion products with affordable price. The important objective of this brand is to give high quality as well as advanced staff at fewer prices to their customers in order to satisfy them.
The increasing products of this company are women wear as well as child wear and menswear and so on with great quality as well as reasonable price. The mission as well as vision of this organization is to give public good quality products as well as services and improve themselves in the future by targeting more customers towards their organization. It has 38 stores in Ireland along with 14 stores in Spain, 138 stores in the UK as well as 2 stores in Germany and so on. The main purpose of this brand is to provide their products for all age groups as well as gender at lower price with high quality. They also wanted to improve their quality of the services as well as products in order to satisfy their customers and target new audiences towards them. They have cleared focused on their goals as well as market target. They have the strength of super quantity of the price compared to other fashion retail shops. They use paper bags instead of polythene bags for maintaining the sustainability of the environment (primark.com, 2019).
[bookmark: _Toc17904533]Analysis of the problem
[bookmark: _Toc17904534]Swot
	Strength 
· Primark have employees over than 50,000
· Deals with the clothing products with includes menswear, women swear, children swear, footwear, home wear, accessories 
· It has about 300 stores in Europe 
· Avoid spending cost in advertisement 
	Weakness 
· The growth rate of the Primark becomes slow.
· Lack of outsourcing in terms of manufacturing of the clothing.
· The quality of the product is not up to the mark.

	Threats 
· Absence of the emerging market 
· Supply chain gets affected due to the presence of the natural disaster. 
· Due to the presence of all the Primark stores in Europe (EU) the financial condition of the company comes at risk.
· Faces the low growth due to the dependence on the EU economy.
	Opportunity 
· Primark  has designed the plan for opening their stores in Berlin, Vienna, Lisbon, Madrid 
· Apart from this Primark is focusing to start their stores in India, China and South Africa
· Primark is focusing to introduce the sportswear in their product section .



Table 1: Swot 
(Sources: Gilliardet al. 2017).
In Primark its number of employees within the organisation is its strength in terms of providing quality services to the customer. The services are divided in two parts, the manufacturing of the product and the delivery of the final product to the customer. In this case, the manufacturer of the product according to the demand can be well executed by the involvement of the sufficient employees working in the organisation. As opined by Gilliardet al. (2017), the variety of the product increases the attraction of the customers of UK to stick with the company. Strength of Primark is its sufficient number of stores in Europe which can sufficiently supply the products according to the demand of the customers. The less spending of their profit in advertisement helps to manage their budget in terms of manufacturing huge amount of the product.
Apart from this, due to the less investment over the advertisement of the product the customers get less interested towards the product of Primark. As opined by Gilliardet al. (2017), in this context, lack of accurate knowledge about the product becomes the prime reason for low growth of the organisation. On the other hand, the manufacturing of the low quality product the customer gets disappointed. Due to the low quality product the outsourcing of the products comes in risk which becomes the weakness of Primark.
In this context, thelack of the outsourcing becomes the threat for the mentioned company for the expansion of their company around the world. On the other hand, due to the entry of the natural disaster in UK supply chain gets affected that become a threat for the described company. As described by Bornmannet al. (2019), as the company has not extend their store except  Europe the company faces threat in terms of limitations created by the economy of the EU.
Apart from this as the company facing challenges due to it’s less expensive around the world the company is making the design to expand its store in Berlin, Vienna and so on and that become its high opportunity to experience high growth in their profit rate. As mentioned by Bornmannet al. (2019), the Primark is focusing on the manufacture of the sportswear according to the demand of the customer which may also resolve the challenge of low growth. 
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Figure 1: Swot 
(Sources: Gilliardet al. 2017)
[bookmark: _Toc17904535]Pestle
	COMPONENTS 
	FACTORS 
	IMPACT 

	Political 
	· Stable UK government 
· Brexit 
· Policies for the open market 
· Implementation of the free trade policies in UK
	Positive and negative 

	Economy 
	· From 2.4% in the year 2018 the inflation rate gets reduced to 1.8% in the year 2019 (ons.gov.uk, 2019).
· Enhancement of the exchange rate in the UK in the year 2019 is 0.16% (bankofengland.co.uk, 2019)
· In UK income tax get enhanced by 41.6 % from the year 2018 (gov.uk, 2019).
· In the UK in 2019 in the month of July  the annual GDP rate get extended to 1.2 % from 1.8% in the year 2019 in January (ons.gov.uk,2019)(refer to appendix 1).
	Positive and negative 

	Social 
	· Unemployment rate decreased to 3.9% in the year 2019 from 4.0% in the year 2018 (ons.gov.uk, 2019). 
· The discrimination of the gender basis get reduces to 8.6% in the year 2019 in terms of the every employees involved in the workplace in smaemanne (smallbusinessprices.co.uk, 2019). 
· Literacy rate get upgraded to 99% in 2019. 
·  In the year 2019 the high style status level gets expanded to 227.34% in the UK. 
	Positive 

	Technology 
	· Biometric smart shirt
· Phone charging pants 
· Google conductive fibres 
· Smart watches 
· Bluetooth enable material 
· 3D printing
· UK government invests £603 million in Artificial intelligence in the year 2017.
	Positive 

	Laws 
	· Consumer protection act 1987 (legislation.gov.uk, 2019).
· The General product safety act 2005 (legislation.gov.uk, 2019).
· The Trade secret Regulation 2018 (legislation.gov.uk, 2019).
	Positive and negative 

	Environment 
	· Use of the Green products
· Recycling policies
· Management of waste material by application of policies 
	Positive and negative 


Table 2: Pestle 
(Sources: Barba et al. 2016)
The external factors of UK affect different fashion retail industry which primarily includes the political factors of the UK government. In this context, the stability of the government makes a positive effect over the organisation in terms of fixing the long term policies. As described by Barba et al. (2016), the organisation can make the long term policies for growth. On the other hand the introduction of Brexit within the country makes a negative sense over the fashion organisation by making a limitation in terms of export and import of the product to EU. In this context, the free trade policies and the open market policies of UK make a profit of the mentioned organisation by the use of less regulation in terms of selling the products. 
The economical factors make a critical effect over the fashion industry. In this context, the reduced inflation rate in the year 2019 by 1.8% has increased the purchasing capacity of the customers and that creates an advantage of the sector (ons.gov.uk, 2019). On the other hand the extension of the exchange rate and the annual GDP critically make a limitation for the customers to buy the products in terms of high tax over the income of the customers (ons.gov.uk, 2019).
On the other hand, the reduction in the unemployment rate in the UK in the 2019 by 3.4 % from 4.0% in the year 2018 which critically make a credit for the fashion sector in terms of high sale of the products (ons.gov.uk, 2019). In this context, the reduction rate in the discrimination of the gender make the valuable part for the enhancement of the growth of the organisation. More over 99% of the literacy rate make a positive side towards the country as well as to the mentioned organisation in terms of high knowledge of the product. 
The technical factors benefit the retail sector to grow positively.  As mentioned by Barba et al. (2016), the use of biometric technology within the clothing helps to detect and record the rate of the heart beat, steps, burned calories by the workout which get displayed over the customized application of the cell phone. Apart from this the use of phone pant helps to charge the battery of the cell phone by the installed electromagnetic field in the pockets of the pant. However, the introduction of AI in the industry creates a positive interest of the customers. UK government make the investment over the AI technology of about £603 million that facilitates the sector in terms of high profit.
The legal factors create a critical evaluation of the organisation. In this context, the use of Consumer protection Act 1987 gives the idea of the different rights of their customers in terms of services provided by the discussed organisation (legislation.gov.uk, 2019).The organisation faced challenges for maintaining the act. 
On the other hand, the recycling act of UK makes the awareness towards the environment. In this concept, the sector needs to maintain the policy in terms of making eco friendly products instead of chemical products. 
[image: ]
Figure 2: External factors affecting the fashion retail sector 
(Sources: Barba et al. 2016)
[bookmark: _Toc17904536]Porter's five forces
Bargaining power of the customers
As discussed by Perry et al. (2015), the customers bargaining power deals with the capacity of the customer to buy the product in terms of the rate of the price provided by the organisation. In this context, due to the lack of quality in the manufacturing of the products the customers get disappointed towards the mentioned organisation. However, the high brand name of the company makes a critical value for the sales rate of the company. Thus the company faces moderate forces in terms of the bargaining power of the customers.
Supplier bargaining power
As mentioned by Perry et al. (2015), the bargaining power of the supplier can be described as the availability of the resources material that is used for the manufacturer. In this case, due to easily availability of the resources as well as brand value of Primark, company experiences weak forces. 
Competitive rivalry 
As stated by Perry et al. (2015), the competitive rivalry can be defined as the presence of the substitute company in the market. In this context, Mark & Spencer and Zara are prime competitors present in UK market which deals in the similar industry. Primark has been addressed towards a high force in this context.
Substitution threats
As discussed by Perry et al. (2015), the substitution threat deals with the challenges faced by the organisation due the presence of the similar types of products services to the customer. In this context, in the UK market there is a high presence of the similar product in the market that leads to a high force for Primark.
New entrant’s threat
As opined by Perry et al. (2015), the introduction of the new company in any country for starting their business or opening their stores make a challenge for the existing company that deals with the same product or services in that country. In this concept, due to the implementation of the Brexit in UK there is a limitation for starting a new business in the UK market. Thus the mentioned company faces low forces in terms of the threat of new entrants. 
[bookmark: _Toc17904537]Solution of the problem
As the Primark faced the problem regarding the customer satisfaction towards the product and the services provided by the organisation the company to develop the customer services a customer service community need to build within the sectors. As opined by Voss et al. (2019), apart from this, evaluation of the feedback provided by the customer which includes the complaints  and compliments. The feedback placed by the customer need to evaluate by the company for the better services. The company need to actively focus regularly on the customers reviews. Apart from this, need to demonstrate the knowledge of the product according to the changing trends in the products and services.
On the other hand, the low quality of the product makes another issue for the Primark. In this context, to improve the quality of the product manufactured by the organisation is by generating long term improvement plans. As opined by Voss et al. (2019), on the other hand, the company needs to provide the priority to the quality of their product which is the main item of the Primark deals with.  Need to survey over the feed backs of the customers as well as the survey needs to be done on the customers demand to the product and manufacture the product according to the need of the customers.
Apart from this to solve the ethical issues of Primark, the company needs to communicate with their employees dealing the customer service section of the company. As described by Voss et al. (2019), Training of the staff is another way to resolve the ethical problems faced by the organisation which helps to gives the knowledge about the business strategy followed by the company. Application of the safety protocol in Primark can resolve the employee’s safety problems. Providing the reward to the employee for their safe behaviour motivates the employee and facilitates the company to maintain a safe environment within the organisation.
[bookmark: _Toc17904538]Force field analysis
Changing forces 
Customer service community (CSC)
As described by Voss et al. (2019), to build the CSC for the better customer services the company needs to focus on making a group which can provide special attention to the customer services. In this context, the customer gets satisfied and gets attracted towards the company.
Evaluation of feedback
The feedback needs to be analysed by the CSC for surveying the issues faced by the customer regarding the product quality and the services provided by Primark. 
Training of the staff
The staffs need to be trained due to the upgraded knowledge about the business strategy that is followed by the Primark. The training session also help to motivate the employees in terms of providing the priorities to the customers and the production of the product to extend the company. 
Forces against the changes 
Cost
The cost becomes the challenges for making rectification of the problems. The economical condition comes in risk while forming the CSC for the better services. In addition to recruit the members of the community the company need to arrange an interview session for hiring the skilled and qualified member in the community On the other hand to train the staff the arrangement needs to be done by spending a high amount of money on it. 
Required time 
To make the CSC for making high the satisfaction of the customer towards Primark the company needed a long time period which also builds a challenge for the mentioned company. Apart from this company also need a long time to make the arrangement of the training session for providing the knowledge about the strategy of the company. 
Management support 
The organisation needs to build the CSC for improving the services towards the customer. The involvement of the management is much more important for generating the community.
[bookmark: _Toc17904539]Analyze the effect of the   problem by Fishbone diagram
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Figure 3: Fishbone diagram
(Sources: Khan et al. 2015)
The Fishbone diagram describes the sustainable problem faced by Primark. The problems are generated due to the low quality products which are manufactured by the mentioned company. As described by Khanet al. (2015), by the supply of the low quality product the customers get disappointed by the company. Thus company faces loss in these terms which in turn reduces the salary of the employee that leads to avoid the ethical policies of the company. Due to the malpractice of the ethical policies of the company the employee’s safety comes at risk. Apart from this, due to lack of customer satisfaction and lack of quality in the product Primark experiences a loss due to the presence of the high competitors in the market. 
[bookmark: _Toc17904540]Application of the decision making techniques for solving the problems
The critical decision generated by the mentioned company which help to resolve the product quality issue by applying Marginal analysis technique. As described by Khan et al. (2015), this is one of the decision making techniques which deals with the results of the output came from adding special attention to the raw material used for the manufacture. On the other hand, financial analysis technique is the types of techniques which provide the estimation of the investment according to the scale of the period.
[bookmark: _Toc17904541]Resolution plan

	Solutions 
	Implementation of the solution 
	Time periods 

	CSC
	· Approval from the hierarchy for the generation of the committee.
· Need to arrange the interview section.
· Hire the skilled member for the community.
· Training session of the new hired member of the committee 
	4-5 months 

	Training of the staff 
	· Need to arrange the program 
· Need to identify the issues which need to discuss in the training session by the evaluation of the employees performances  
	2-3 months 

	Evaluation of the feedback 
	· Check the everyday feedback of the customers.
· After evaluation the customers demand the company provide the services over it by manufacturing quality product and services.
	1-2 months 

	Application of safety protocol 
	· According to the regulations of UK the protocol are generated.
	2 months 

	Employee communication 
	· Use of Primark portal
· Primark website
· Digital advertisement 
	6-7 months 


Table 3: Resolution plan
[bookmark: _Toc17904542]Communication plan
	Stakeholder 
	Communication strategies 

	Management 
	Primark portal 

	Employees 
	Website of the Primark 

	Customers 
	Advertisement

	Staff 
	Email and via company website 


Table 4: Communication plan
Monitoring and feedback
	Activities 
	Importance
	Times 

	Surveying customers feedback 
	· Helps to figure out the deficiency within the services 
	1-2 months 

	Analyse employee satisfaction
	· It will describe the appropriateness of the pay scale
	3 months

	Employee retention rate
	· It will highlight appropriateness of organisational environment as well as policies
	2 months


Table 5: Monitoring and feedback
[bookmark: _Toc17904543]Conclusion
Thus it is to be concluded that the report focuses on the complex problem faced by Primark. The report describes the scope and the impact of their problems faced by the mentioned organisation. Pestle, Swot and the Porter five forces are used in the mentioned report for the analysis of the fashion sector of UK as well as Primark. The report also describes the different solutions which need to follow for the extension of the company. The communication plan and the resolution plan are described in the report.
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