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The global pharmaceutical industry of today involves fierce competition from the largest drug companies of the world. Notable among these is GlaxoSmithKline (GSK), which is a UK based “pharmaceutical, biological and health care company” with multinational operations. With a primary listing on the London Stock Exchange, GSK is the fourth largest company with an approximate market capitalization of GBP 81 billion (Gsk.com., 2019).
[bookmark: _Toc35891015]Company overview
Since its inception in 2000, GSK has grown into one of the largest pharmaceutical companies in the world. GSK currently occupies the seventh position in terms of gross revenue in the global pharmaceutical industry. The company has three international business operations that involve the research, development and manufacture of pharmaceuticals drugs, vaccines and a range of other consumer healthcare products. In the arena of pharmaceutical operations, the company has achieved market leadership in respiratory and AIDS medicine sectors (Gsk.com, 2019). Moreover the company claims to provide around 2 million doses of vaccines per day in different parts of the world. In the consumer healthcare arena, the company owns numerous extremely popular brands in different product segments. The mission statement as of the company states expresses the strive to “improve the quality of human life by guiding people to do more, to let them feel better, and also live longer”. GSK’s long-term goal is to establish itself as of the of the world’s best healthcare companies in terms of commercial performance and brand value. To this end, the company continuously strives to bring about innovation in their approach. The values of the company essentially define its internal culture and hence there is paramount focus on patient care and a respect for professional integrity and transparency. The three principle priorities of the company are “innovation, performance and trust” (Gsk.com, 2019).
[bookmark: _Toc35891016]Customer expectations
Since, GSK is involved in the production of numerous important medicines, vaccines and other consumer healthcare products with a global reach, the target demographic of the company spans several socio- economic strata. With this in mind, the company has made an active effort in making their medicines and vaccines “accessible to everyone who needs them, no matter where they live”. Thus the competitive and responsible pricing strategy of the company reflects this policy.
The main expectations of the customer base from a brand like GSK include consistent quality, effectiveness and affordability. To increase the accessibility of their products worldwide, the company has entered several strategic partnerships (TTEC, 2019).
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Strengths
The investment made by GSK in the field of research and development has resulted in considerable progress in respiratory HIV and cardio vascular medicine segments among others. This focus on innovation will help the company in consolidating its position in the pharmaceutical industry. Moreover, the efficient sales and distribution channels established by company in the different markets ensure effective market penetration. Having significant presence in over a hundred countries around the world gives the company stability and protects it against market volatility in certain regions (Gsk.com, 2019).
Weaknesses
In the past, GSK has been engaged in several unfortunate incidents involving unethical and illegal practices which have hampered the company’s brand value. Out of these cases, the criminal charges leveled against the company in 2012 deserve special mention. The charges involved a violation of Federal Food Drug and Cosmetic Act of the USA and resulted in a financial settlement of US$3 billion. Apart from this the company has also been accused of being involved in major financial scams in China, market manipulation in the UK and other charges of unethical practices and financial irregularities (Harper, 2012).
Apart from this GSK also faces the current threat of substantial market competition owing to the expiration of several of its pharmaceutical patents. Moreover, some of its most popular products are on the brink of being replaced by cheaper and more advanced alternatives (Owler, 2020).
Opportunities
GSK’s global market presence has allowed the company to enter into highly profitable business collaborations in recent times. Of special mention are the collaborations involving ViiV (GSK’s HIV medicine brand), Pfizer and Shionogi in 2016 and the extended transaction with pharmaceutical giant Pfizer involving the merger of their respective consumer healthcare businesses to form a joint venture (Schoifet, 2020).
GSK has been able to innovate constantly and launch more advanced products in the market which has allowed the brand to stay ahead of its competition. In this regard the recent launch of the drug Nucala (“for refractory eosinophilic asthma in adults”) has considerably enhanced the company’s portfolio. Thus the ever increasing demand for affordable healthcare is an important business opportunity for a company like GSK (Gsk.com, 2020).
Threats
The company is always at the mercy of the trade rules and regulations enforced by the governments of different countries. Thus the business is vulnerable to the trade policies and market conditions in different parts of the world. Additionally since GSK uprates in several major business segments, the company faces intense competition from local and international players. There is also significant competition from several generic medicine manufacturers who offer lower prices.
[bookmark: _Toc35891018]Role of employees
The central roles of employees in a business like GSK depend on the main functional areas of it. This includes administration and support, operations, finance, marketing and sales, customer services, human resources and research and development. The efficient functioning of the company in alignment with its short and long term goals is dependent on the efficient collaboration and co-operation between the different functional areas. 
Among these, the research and development is one of the most critical areas upon which depends the future of the company. The employees of this department are entrusted with all the processes involved in synthesis of a particular drug or some other chemical product. GSK invests considerable amounts of money to ensure constant innovation in product design. 
The employees working in the operations have the responsibility of efficiently performing all the different process involved in manufacturing. The quality control department performs all the necessary analyses to ensure product quality. The personnel of the quality assurance department monitors the QC results and adherence to the relevant regulations and quality standards at all times. 
The finance department deals with the financial planning and procurement and allocation of funds. The employees involved with marketing and sales function have an integral role to play in the company’s success. They ensure that the products and services of GSK are known to the people and are also responsible for registering customer complaints. Finally the human resource personnel are responsible for effectively managing the company work force and securing the necessary compliances (Foundersguide.com, 2020).
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The entire process of drug development and manufacture goes through several long steps and requires considerable financial resources. In order to introduce new drug in the market a pharmaceutical company has to first secure the approval of a regulating authority such as the FDA. Hence it is critically important for a company to ensure the work force is adequately trained and can perform all the necessary processes perfectly. Insufficient training could lead to a damages in productivity and also hamper product quality. Such an occurrence could potentially result in massive losses for the company. Moreover, quality related problems could be dangerous for the consumer and permanently tarnish the company’s reputations. In this regard the results of several surveys have shown that sufficient investment in training and development leads to a greater employee satisfaction and thus, more productivity (Businesswire.com, 2017).
[bookmark: _Toc35891020]Importance of quality assurance in GSK
The maintenance of consistent quality is critical for the success of any pharmaceutical company. Every pharmaceutical product has to comply with a particular set safety regulations enforced by standards authorities of different countries to avoid compromising consumer health. The main function of the quality assurance department is to ensure that a particular product or service meets the established quality criteria. Thus the quality assurance function deals with proper compliance in every single step of the development and manufacturing process. This department prepares and approves the quality policies and objectives and performs the necessary documentation. Additionally it undertakes the regular monitoring of quality practices and ensures the proper documentation of all modifications to the manufacturing process (Pradipta and Sahoo,2020).
Moreover, it is the responsibility of the quality assurance department to record all consumer complaints and perform investigations in order to determine the fault(s). It then decides and enforces the Corrective and Preventive Action (CAPA) to avoid any future recurrence. 
Additionally, QA deals with the preparation of periodic quality reports, and inspection of a manufacturing and testing practices to identify deficiencies. Every batch of product has to obtain QA approval before going out into the market (AAPS, 2019).
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QA in pharmaceutical industry is a multi-faceted function, which deals with the maintenance of reliability in every phase of the development process encompassing clinical research, manufacturing practices, quality testing, distribution and marketing. The QA department ensures adherence to good laboratory, clinical, manufacturing, and production practices. Certain skills are required to efficiently fulfill the QA requirements. 
The most important requirement for QA role is thorough knowledge of Quality Management Systems and the different ways to ensure adherence to standard operating procedures. This also includes a comprehensive understanding of the different relevant compliances and the ability to efficiently perform internal auditing duties. 
During the development phase, QA practices are extremely important to ensure that the results of clinical trials are reliable and that the human rights of all trial subjects have been protected. Thus, QA effectively performs the task of enforcing the quality-related and ethical regulations. 
QA responsibilities in production are extensive and demand considerable familiarity with the entire production process including the ancillary systems like water and HVAC. In this regard, an understanding of all equipment and the related calibration techniques is necessary. Since, QA deals with the monitoring of QC practices an extensive knowledge of established analytical procedures and pharmacopoeias (AAPS, 2019).
QA personnel also need to be familiar with the various aspect of process validation. This is essential to ensure that the production process is capable of consistently delivering products that meet the relevant quality standards (Pradipta and Sahoo, 2020).
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The importance of periodical training practices in pharmaceutical industries has already been discussed previously. Effective training programs are required not only for preparing new recruits to handle the different responsibilities but also to ensure that existing employees are fully up-to-date on their respective roles. Several important factors need to be kept in mind in order to conduct effective training programs. In this regard considerable emphasis should be put on identifying the specific learning style of an individual and structuring the program to match that. Moreover, the analysis of specific training needs and the development of an effective training strategy are important steps in the process. Certain considerations like compliance with European Union, FDA and other internally recognized regulations and efficient documentations need special mention (Businesswire.com, 2017).
In the course designing stage a proper frame work needs to be created and the documentation of proposed training plan is important. In this stage the specific training objectives need to be clearly defined and documented. 
The role of the trainer is crucial in determining the efficiency of the training program and adherence to establish training protocols is important to maintain consistency in quality. All the general requirements of training including effective communication and presentation skills and the ability to adjust the training plan based on trainee feedback are important. SOP training deserves considerable emphasis and the importance of compliance should be communicated effectively (Choudhary, 2020).
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From this report it is clear that the company GSK has used its global reach to gain considerable commercial advantage in the pharmaceutical sector. The relatively large target demographic enables the company to provide essential medicine and vaccines at affordable prices. The recent merger of the company’s consumer health product division with Pfizer will potentially be a highly successful joint venture for the company. However, it is essential for GSK to be careful about its research, development and production practices to avoid legal troubles similar to past incidences. This report also highlights the importance of quality assurance role in GSK and the necessity of implementing effective training programs. 


[bookmark: _Toc35891024]Reference list
AAPS. (2019). Quality Assurance Careers | Pharmaceutical Sciences | AAPS. [online] Available at: https://www.aaps.ca/career-services/quality-assurance-careers [Accessed 23 Mar. 2020].
‌Businesswire.com. (2017). Effective Training Skills and Processes in the Pharma Industry (London, United Kingdom - November 30, 2017 December 1, 2017) - Research and Markets. [online] Available at: https://www.businesswire.com/news/home/20170928006071/en/Effective-Training-Skills-Processes-Pharma-Industry-London [Accessed 23 Mar. 2020].
‌Founder’s Guide. (2020). Functional Areas of a Business. [online] Available at: http://foundersguide.com/functional-areas-of-a-business/ [Accessed 23 Mar. 2020].
Gsk.com. (2019). About us | GSK. [online] Available at: https://www.gsk.com/en-gb/about-us/ [Accessed 23 Mar. 2020].
Gsk.com. (2019). Annual Report 2019 | GSK. [online] Available at: https://www.gsk.com/en-gb/investors/corporate-reporting/annual-report-2019/ [Accessed 23 Mar. 2020].
Gsk.com. (2019). Pricing and access strategies | GSK. [online] Available at: https://www.gsk.com/en-gb/responsibility/improving-health-globally/pricing-and-access-strategies/ [Accessed 23 Mar. 2020].
‌Gsk.com. (2019). Products | GSK. [online] Available at: https://www.gsk.com/en-gb/products/ [Accessed 23 Mar. 2020].
‌Gsk.com. (2019). Research and development | GSK. [online] Available at: https://www.gsk.com/en-gb/research-and-development/ [Accessed 23 Mar. 2020].
Herper, M. (2012). The Terrible Things GlaxoSmithKline Did Wrong --And The Thing It’s Doing Right. Forbes. [online] 10 Oct. Available at: https://www.forbes.com/sites/matthewherper/2012/07/02/the-terrible-things-glaxosmithkline-did-wrong-and-the-thing-its-doing-right/#3026a9424607 [Accessed 23 Mar. 2020].
Choudhary, A. (2020). Requirements of FDA for Training in Pharmaceuticals. [online] Pharmaguideline.com. Available at: https://www.pharmaguideline.com/2017/12/requirements-of-fda-for-training.html [Accessed 23 Mar. 2020].
Owler. (2020). GSK Competitors, Revenue and Employees - Owler Company Profile. [online] Available at: https://www.owler.com/company/gsk [Accessed 23 Mar. 2020].
Pradipta, M. and Sahoo, K. (2020). Quality Assurance & Quality Control : In Pharmaceuticals & Healthcare Industries. [online] Available at: https://www.assocham.org/upload/event/recent/event_1197/Session_1_QA-and-QC-in-Pharma-Mr-Pradipta-Sahoo-Cipla.pdf.
‌Schoifet, M. (2020). Pfizer Eyes IPO of Glaxo Consumer Venture in 3 to 4 Years. [online] Bloomberg.com. Available at: https://www.bloomberg.com/news/articles/2020-01-15/pfizer-eyes-ipo-of-joint-venture-with-gsk-in-three-to-four-years [Accessed 23 Mar. 2020].
TTEC. (2019). Pharma’s Brave New World: Customer Engagement. [online] Available at: https://www.ttec.com/articles/pharmas-brave-new-world-customer-engagement [Accessed 23 Mar. 2020].
‌




                  




8

