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[bookmark: _Toc16171273]Introduction
Community engagement is the process of the dual relationship between the organization and customers serve better for the community enhancement. It facilitates the interaction, communication, exchange and involvement of the organization to serve for the customers in the community (Singh and Prasher, 2019). Present report focuses on the evaluation of the structure, mission, and customers of the GlaxoSmithKline organization is also analyzed in this report. Internal and external analysis of the firm has also identified. Role of employees, their importance and importance of training and development is also given an essential focus in this report study. 
[bookmark: _Toc16171274]Sector, size, structure, and mission of the organization
GlaxoSmithKline Medicine Company falls under the following categories:
Sector: Pharmaceutical and biotechnology
Size: GSK has more than 3000 numbers of stores in 150 countries. GlaxoSmithKline pharmaceutical firm has 99000 employees in the overall world. This firm has net income £ 5.692 last year. They have also earned 16.0% net assets in the year 2108 (Gsk.com, 2019). 
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Figure 1: Annual cash flow of GSK in 2018
(Source: Gsk.com, 2019)
Structure: 
GSK have one chairman and 3 executive directors that take control over the audit risk committee and finance committee. Other than these they also have 11 independent non executive directors that take control over the remuneration committee, CEO, CET, CSR committee and for financial commitment. All these committees with the board of directors determines the health and community security of people in the UK (Gsk.com, 2019).  
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Figure 2: Organizational structure of GSK
(Source: Gsk.com, 2019)
Goal:
The goal of GSK is to be world's most innovative, best performing and trusted healthcare companies. Another goal is to improve the human quality of life quality by enabling them to do more, live longer and feel better. 
Mission:
Primary mission of this organization is the “health for all, their people, their planet” and health security of the public and provide them better opportunity to live long. 
Values: 
Team working and togetherness helps to deliver extraordinary things for patients and consumers and make GSK a brilliant place to work. Focus on patient, respect for all, transparency and integrity are another form of value of GSK firm (Gsk.com, 2019). 
[bookmark: _Toc16171275]Identification of customers and their needs from the firm 
Customers in the healthcare sector are targeted by the GSK form to deliver their extraordinary services. From the age group from birth to old age people are the primary customers of this firm. As stated by Rogers et al. (2017), middle-aged customers are also focused on this brand to adopt different types of healthcare medicine and supplements. Customers from different socio-economic group are given the same priorities to provide health care services and goods. Customers from rural, urban and suburban are given the same attention by the firm. 
Expectations of customers are very high from the GSK organization. Customers expect different types of quality services from the GSK for improvement of the health status (Rachmawati et al. 2019). For example, it can be said that expectant mothers adopt “Mothers Horlicks” maintain their health status by taking additional vitamin and protein supplement from GSK. Customers also focus to improve the health status of their child by adopting quality goods from the GSK like Junior Horlicks for children of 1 to 5 years. Horlicks cardia is also available for maintaining the health status of patients suffering from CVD diseases.  
[bookmark: _Toc16171276]SWOT analysis of GSK
SWOT-analysis helps to understand the internal environment of the GSK organization that has helped them to incorporate specialized value for the community engagement. Analysis is as follows: 
Factors: 
	Strength
· Brand loyalty
· Market expansion
· Ability to rediscover and re-innovate
· Strong distribution channel
· Experienced staff
  
	Opportunity
· Continuous growth
· Serving for community
· Constant research in the pharmaceutical field 
· High financial return 
· High cash flow
· Incorporation of advanced healthcare technology 

	Weakness
· Marginal presence on the west and north region of the globe 
· Not achieved success in the development of certain supplement like molted breakfast cereal 
  
	Threat
· Increasing the interest of customers towards another brand like Bournvita
· Challenges and court case decreased their customer base 
· High market competition regarding the development of substitute products 


Table 1: SWOT factors of GSK
(Source: Developed by author)
Analysis: 
From the above SWOT table, it can be found that brand loyalty and market supremacy are the primary strength of this organization that has helped to make the health care demand of their customers and patients. As reported by Meesala and Paul (2018), service quality and loyalty of customers are interrelated to each other. Ability to rediscover and discover new things interns of supplementary food items and medicine make GSK very effective to the eye of customers. Strong distribution channel and experienced staff provide continuous improvement of the production process that delivers high-quality life-saving goods to patients and customers. Marginal presence on the west and north region of the globe is the primary weakness of GSK (Gsk.com, 2019). Not achieved success in the development of certain supplement like molted breakfast cereal that continues to decrease their reputation as a popular pharmaceutical company in the world. 
Besides all of the weakness, they also have some opportunities that can help them to regain their position in the global pharmaceutical industry. According to Shabbir et al. (2016), Continuous growth of the firm can be achieved with the help of community services. GSK provide effective community believes like free health campaigns and awareness program. Constant research in the pharmaceutical field is the main opportunity of the GSK to explore new ideas in the global healthcare industry. In addition to this, they also faced several threats from the outer market field that can hamper their future growth. Challenges and court case decreased their customer base that in terms decrease their overall reputation (Gupta and Rokade, 2016). High market competition regarding the development of substitute products is the primary threat of GSK. Increasing the interest of customers towards another brand like Bournvita also reduces the number of customers to meet their expectations and decrease their overall profit.  
[bookmark: _Toc16171277]Role of the employees within the organization 
There are several grades of employees that help to support the goal of the firm. The individual roles of those employees are as follows:  
Manager:
Managers of this organization are responsible for regulating all the activities of the general staff, leaders and customers care staff. As opined by Ahmed et al. (2017), managers are responsible for their subordinates to provide proper services to customers. This role helps to achieve clarity in the operating system of GSK and help to achieve organizational goal. They incorporate decision in making effective business plan. 
Leaders:
Leaders are responsible for the motivation and influence of the staff to improve their overall task (Gupta and Rokade, 2016). Other than motivation they also provide training and skill development to staff regarding the medical care if the people to achieve the goal of firm to increase the focus on the patients. 
General Staff:
They are the helping body of the organization. They even take part to manage the supply chain and supply of goods and services to customers. For example: General housekeeping staff provide hygienic environment to staff to carry safe production operation. 
Customer care representatives:
They are responsible for the delivery of the services to customers. By providing time to time goods to customers they help to achieve the goal of GlaxoSmithKline to maintain transparency. 
Health care researchers: 
They carry continuous research and innovation in the pharmaceutical field that has helped GlaxoSmithKline to explore new ideas in the global healthcare field. Researchers are also responsible to generate new ideas and explore new products to improve the health status of customers. 
HR associates: 
They maintain the overall recruitment and staffing process of the organization to adopt experienced people to carry constant research on the medical care field. 
  
Figure 3: Different employees of GSK
(Source: Developed by author)
[bookmark: _Toc16171278]Training and development in the firm
Leaders and managers of GlaxoSmithKline provide continuous training to new staff joining the firm. Training is provided based on the heath care subject. As mentioned by Kalaja et al. (2016), professional skill can easily be achieved with the help of effective training. GSK provide day routine basis day to day training to their staff regarding the sales technology and public presentation. Training regarding the territory management is also provided by the managing director of the firm. They provide on the job opportunity for the staffs carry education course at the same time (Gsk.com, 2019). Classroom-style training regarding the advanced sales technique has greater impact upon the medical care business of GSK firm. 
[bookmark: _Toc16171279]Chosen role and its importance
Chosen role: General Manager
Importance: 
Business planning and management of all the operations in the organization are the primary duty of the general manager of an organization. As stated by Rogers et al. (2017), development of corporate goal is another important responsibility of the general manager. General Manager of GSK develops attractive business strategies to maintain the quality of the goods and services delivered to customers. General Manager of GSK also records the performance of all the staff and set rewards for the extraordinary performance of their staff. 
In addition to this Rachmawati et al. (2019), argued that career development programmes are introduced by the general manager of a healthcare business to secure the career of their staff. Administrative, logistical, human resources, and accounting services to support company operations are also an essential duty of the general manager of GSK. 
[bookmark: _Toc16171280]Skills and knowledge needed to carry out the role 
General Manager has certain skills that help to carry their role. These skills are as follows: 
Communication: 
This is the primary skill of a manager that helps to make everything clear. High end communication skills help managers to understand the demand of staffs and customers. 
Decision making:
This is another important skill that helps manager of GSK organization to take proper decision making the development of new business plan (Meesala and Paul, 2018). 
Knowledge: 
Effective professional knowledge and research skills of the manager help GSK to continuously generate new things and innovation in the global pharmaceutical field. General Manager of GSK has effective knowledge regarding the medical care that has helped them to carry continuous research and innovation. 
Motivation: 
This is the most crucial and effective skill of a manager that affect the success of an organization. General Manager of GSK has effective motivation skills that help their staff to improve the productivity of the business process (Shabbir et al. 2016). 
Conflict resolution: 
This is another important skill that general manager of business should have. This skill helps to mitigate any problems in the organization and bring transparency in business process. 
[bookmark: _Toc16171281]Training and development requirements
There are several requirements for the training and development of the staff in the GSK organization. Staff in the HSK needs training regarding the professional knowledge about the health care of people. As reported by Gupta and Rokade (2016), safety training is the primary requirement for a development programme in a healthcare firm. Thus leaders and general manager of GSK can provide effective customers safety training to the staff so that they can provide safety goods and services to patients. In addition to this refreshers training and job training is also necessary for the new staff in the GSK organization. Practical training is most suitable requirements to fulfill the needs of the staff to acquire medical knowledge in GSK firm. As reported by Singh and Prasher (2019), both off and on the job training is required for developing effective skills to increase the productivity of the organization. Hence practical training regarding the advanced sales and marketing are provided by the HSK to their staff [Refer to Appendix 1]. 
[bookmark: _Toc16171282]Conclusion 
From the overall discussion it can be concluded that GlaxoSmithKline Medicine Company is the most popular and trusted pharmaceutical brand that provides high quality medical care goods and services to their patients. They provide quality medical supplement to their customers irrespective of their age and socioeconomic status. Ability to rediscover and re innovate and strong distribution channel are the primary strength of this organization that has helped them to achieve their organizational goal to fulfill the needs of customers. Patient centered goods and services have high impact on the business process of this organization. Moreover high motivation and practical training of the staff in the organisation helps to achieve re discover and innovation in the global pharmaceutical field. 
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Appendices
Appendix 1: Training and development plan

	Type of training 
	Activities 
	Time required 

	Safety training 
	Practical evidence, Workshop and campaign 
	1 to 9 moths 

	Practical training
	Practical in hand training in the lab and research 
	1 to 6 moths 

	Refreshers training (field research )
	Orientation, information about the organizational activities and serving information for core production technique
	1 to 12 moths

	Job training (advanced sales training)
	Field experience and attending the field and campaign 
	6 to 12 months


  
(Source: Developed by author)
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