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Executive summary
Commissioned by G.Behenna for the University of Wales Trinity Saint David’s, this report will provide critical assessment of the culture and context of Dominos Pizza and will demonstrate through research, observation, and relevant linked effective academic literature, how the organisation, or organisations, culture or cultures are influenced by both internal and external factors and their response to human resource management, together with, after concluding the findings, recommendations for future management approaches.


Introduction
This report will explore a globally successful and the market leading fast food chain Dominos, will provide research-based information regarding Dominos overview and context, provide a SWAT and PESTEL analysis to show understanding of Dominos approach to market position and to gain a better understanding of decision making within the company, what presents as threats and opportunities that present as well as look at the structure of management within Dominos an a franchise level, looking at  Full House Restaurants, considering their approach to human resource management, with the aim of providing recommendations for future improvements or direction of management.
To maintain full transparency, whilst being a shift manager at a local branch of Domino’ s in this report I will endeavour to remain objective with a overall view of Organisational culture in regard to Dominos as a brand, Dominos UK as a company, as well as the Franchise in ownership of the branch in which I work, with mention of the previous franchise for reference. I believe that being in a management position within this subject matter will allow me to gain unique insights through observation and be better suited to gain knowledge of internal management approaches.


Organisational overview and context
Operation in the private sector, brothers Tom and James Monoghan opened their first pizza store in 1960’s Michigan USA, under the name ‘DomiNick’s’ and Later, through one brothers takeover, ‘Dominos’, additionally the business has, through use of the originally little known format now known as franchising (Dominos, n.d.), grown to be the largest pizza company in the world, serving roughly 1 million customers a day worldwide (Dominos, n.d.) The Introduction of this global franchise to the UK took place in 1985 in Luton England (Dominos, n.d.), and at this point it’s important to break the function of Dominos UK apart from Dominos franchises in terms of business function. Dominos UK, as the UK’s arm of Dominos master franchise, has the primary functions of being a supply chain operator and consumer marketing firm (Trainer, 2022) This, as observed first hand by this essays author, is due to, aside from bottled drinks and ice cream, Dominos UK being their sole supplier to their franchised stores, in return Dominos UK, appearing to take inspiration from Peter Drucker as paraphrased by Behenna “Business does not exist in isolation” (Behenna, 2023) and acknowledging that in order to be successful it must engage with others meaningfully, as such also provide “deliciously creative” marketing (Gilliland, 2019), which no doubt helped push their global retail sales beyond Pizza Hut’s in 2018 (Gilliland, 2019).
Domino’s approach to business is in line with their original ethos, to have an active role in their community, with their actions preceding the advertising, by enabling people to invest and open their own store (Dominos, n.d.). This together with their vision, “We want to be the favourite food delivery and collection brand, with pizza at its heart” (Dominos, n.d.), shows how they are not just competing for dominant slice of the fresh Pizza market, but that of all food types. This however appears a steep task as Statista shows a chasm like gap between the global brand values of market leader McDonald’s, who as of 2022 had a global value of $155billion compared to Domino’s $12billion; having said this, of comparative products, Dominos is ahead only surpassed relatively marginally by those offering largely alternative products, namely Subway, KFC, Starbucks and the afore mentioned giant, McDonald’s (Statista, n.d.).
Internally, Dominos UK, as observed, do also provide a plethora of online training resources, and maintain the companies operating and food safety standards through Operating Evaluation Reports or OER’s, however the uptake of the training programmes and the results of the OER’s is very much down to the individual franchisees and their management of their branches.
In this report, focus is on the Private sector Franchisee’s, predominantly FullHouse Restaurants as this is the franchise in which this author is currently employed, although there will occasionally be reference to the JJE group, who owned this authors’ branch franchise and that of 6 others before their purchase some 6 months ago. This allows a useful level of insight and comparison for this report.
FullHouse Restaurants Incorporated in 1997 registered in surrey UK, currently Directed by Mr Bradley John Shedden (Gov.uk, n.d.) and, as observed, currently operates 65 branches of Dominos pizza establishments. Global Data Base shows that this was changed in 2014 to FullHouse Restaurants Holdings Limited, and Majority shares are owned by John Shedden, with both John and Bradley listed as Directors, and as of 2021 had a turnover of £65 million (Global Database, n.d.), a small share of Dominos UK and Irelands Consolidated sales of £1.5 Billion in 2021 (Statista, n.d.).
FullHouse Restaurants Holdings Ltd does not have a company website, however it can be assumed that, as a company that is limited to operating franchises of Dominos restaurants, it adopts Dominos purpose and values. “Our purpose is to deliver a better future through food people love” and “doing the right thing”, Promoting group affiliation stating “we are one team”, having “Love for customers”, “being bold” and “grow and win together” (Dominos, n.d.), all suggests Dominos understanding of motivational theories and aligns with McClelland’s three needs theory, in particular that of affiliation, or the desire to be part of the “in-Group” (McClelland, 1961).
Dominos has embraced technological change and utilises the latest software and computing capabilities to deliver detailed metrics and end user interaction, including powerful marketing tools across the board. As this essays author has observed first hand, Dominos uses GPS metrics and boundaries to track deliveries, driver efficiencies and pizza delivery status. It also uses electronic feedback measures by way of rewarded surveys to allow satisfaction feedback, as well as track-able metrics on measures such as order accuracy, appearance of food, taste, speed of delivery, value for money etc. through SMG (SMG, 2023), all measurable against time and date of order, giving further measurable data and insights into training required or staffing levels. It is also invaluable to track overall branch performance over date ranges against historical own branch or full franchise performance. The software used also allows for detailed analysis and tracking of costs such as food usage, labour costs, and very detailed reports on trends such as pay weekend sales, or specific food ordering based on predicted royalty sales. On a different level, as the use of physical cash has been phased out, there is now an electronic tipping system for delivery drivers, and efficiency allows for reword based incentives, and customers can track the progress of their order at each step. This could also be a major factor in explaining how Dominos has secured market dominance, as above, over other pizza supplying franchises such as Papa Johns, Pizza hut and Pizza express.


SWOT
Below is the SWAT analysis largely based on that provided by SWOT&PESTLE.com (SWAT & PESTLE, 2023) with some up-to-date additions.
	Strengths
	Weaknesses

	· Strong Franchise Business Model
· Strong Brand Name in Quick Service Restaurant (QSR) category (pizza)
· Continuous Product innovation
· Established technological innovation and capability.
· Developed operational efficiencies.
· Strong national and international master franchisee partners who provide excellent marketing, supply, and training facilities.
	· Short term contracts with some suppliers
· Inconsistency in quality as is down to individual franchises or branches.
· Weaknesses for franchises post COVID: lack of willing staff
· High staff turnover
· High volume of unskilled staff

	Opportunities
	Threats

	· Innovation in products.
· Strong growth in QSR category
· Cut delivery times by expanding and adding more locations.
· New partnerships for ordering and delivering, for example Just eat or Deliveroo.
	· VUCA
· Highly competitive QSR category
· Market leading a class leads to increased competitiveness from other brands.
· Increased cost of fuel and foods may lead to a downturn in consumer buying habits or profit margins.
· Cost of living crisis is strongly affecting the motivation of staff.





PESTLE
Below is the PESTLE analysis as provided by SWOT&PESTLE.com (SWAT & PESTLE, 2023).
	Political
	Economical
	Social
	Technological
	Legal
	Environmental

	Complying with Governmental regulations and requirements

Increasing Political Lobbying expenditure
	Adverse global economic conditions

Impact of Brexit on the European business

Impact of the Ukraine conflict on cost of supply

Impact of fluctuations in exchange rate on bottom line
	Consumer focus on food safety

Increasing health consciousness and sustainable foods
	Adaptation of new technology and alternative delivery methods

Leveraging digital and social media marketing
	Risk of Litigation in the QSR industry

Protection of intellectual property rights
	Reducing the Carbon footprint



Of significant noteworthiness is a relatively new term under SWAT Threats, VUCA, or Volatility, Uncertainty, Complexity and Ambiguity, which according to Mind tools was coined in 2001 by the US military and later adapted by Bob Johansen for the world of business (Mindtools, n.d.), who used this term to describe and reflect on the changes seen to business in recent times, suggesting changes in approach required in order to overcome (Johansen, 2009).
With consumer focus heightened on self and food safety following the recent pandemic, there was observed first hand an increase in sales for those unable or unwilling to go outside for food purchases, however, as many companies such as SGanalytics suggest that junk food is n the way out and healthier choices are on the increase (SGanalytics, 2022), this suggests that Business built on limited perceived junk food are at significant risk without continuous re-invention of products or intelligent marketing strategies.
With the cost of living crisis a current issue in the UK and the cost of fuel and materials for business including food cost increasing rapidly due to inflation and conflict, the perceived value of product is increasingly negative as observed first hand through Dominos SMG reporting tool, with businesses having to work harder than ever to deliver above and beyond in order to increase said perceived value and gain favourable statistics (SMG, 2023).



Organisational culture
Organisational culture within Dominos will be reported on a franchise level.
Haney describes what we would now consider to be a good culture by using the word “harmonious” in his definition of an organisation, “harmonious adjustment of specialised parts for the accomplishment of some common purpose or purposes” where parts would be translated to people (Haney, 1934), the people of Domino’s for the purpose of this section are those of the current and previous franchise owners of the Neyland branch, however may be relevant and transferable to the remainder of franchised branches if applicable, as the same has been observed in the Haverfordwest branch.
“Culture eats strategy for breakfast”, attributed to Peter Drucker, this phrase was reportedly made famous by mark fields in 2006 according to Guley and Reznik, who continue to explain how the phrase lead to better understanding that organisational culture is responsible for organisational momentum and drive, but can also prevent implementation of change, and dampen desired agility (Guley & Reznik, 2019).
Handy offers a useful model in which we can adopt here in order to better understand the organisational culture dynamics within (Handy, 1978), Mindmaps.com breaks down the 4 categories, Zeus- Power and respect where speed is of importance and fast decisions need to be followed without question, this category depends on trust; Apollo- Role orientated, where Stable efficient and predictable work is valued more than the individual. Athena- Task and the individual’s value or contribution is valued above other aspect. Dionysus- where the individual is the purpose of the organisation, which sets it apart from the first three, a good example of this would be a university. Observation of the cultural dynamics within the Neyland branch of Dominos clearly shows division of these cultures is often seen, and although there is now progress within this branch in bridging these cultures clashes by the management team within, progress is slow, in part due to the lack of apparent management theory training.
It is also clear that culture can also be both external, as Taras et. al. tell us that geographical diversity can be challenging through culture clashes or misunderstanding (Taras et. al, 2021) and also, as observed on an individual level, who’s behaviour can affect those around them, thus influencing the wider sub cultures as devised above often without clear reason. This can be explained through Schein’s three levels of culture, or iceberg model, which can be applied to individuals and wider cultures, and explains that although a small portion of seen influences can effect their culture, the most prominent influences are those unseen such as values and even more so of underlying assumptions (OpenUniversity, n.d.). This observation was most prominent in two instances within Neyland Branch, firstly on an individual who has deep underlying issues from personal life and deep ingrained assumptions, greatly influencing the culture surrounding him, the second from a family employed within the branch who are influenced by their own family’ culture above that of the organisation. This demonstrates that organisational culture is dependant on the culture of individuals and groups internally and externally to an organisation, and demonstrates the range of potential influences and the influenced interactions with any persons with connection, or stakeholders, have to the organisation, who’s own cultures can differ greatly, thus making cultural awareness vital.
Schein also tells us that there are three communities of culture within and organisation, the “Operator culture” which is based on operational success, the designers and innovators who make up the “engineering culture”, and the upper and middle management or “executive culture” (Schein, 1996) Schein continues to theorise that the communication and therefore culture between these sub-cultures is also of vital importance to an organisations success. Outside of Neyland branch, FullHouse restaurants has 3 such defined cultures as observed, and despite an attempt to promote openness between them, often Upper management visiting in person to actively promote what I perceive to be McClelland’s group affiliation theory as outlined above (McClelland, 1961), which is in line with a linear management structure (CEOpedia, n.d.) with swift rebuttal for by passing any chain of command, again, as observed.

Approach to HR management
Human resources are a vital part of any organisation, as previously mentioned any organisation is made up of individual people and cultures that in order to achieve their goals effectively will need to, afore mentioned by Haney, “operate harmoniously” (Haney, 1934). This coupled with the array of cultures present suggests it vital that some approach to managing relations between people is required.
VUCA as outlined above, where the need to respond is often required to be agile, as previously mentioned, the need for this agility is addressed at Dominos only partly. From observed knowledge, shifts are offered on a 0 hour contract, even the core employment base of experienced vital staff are on the same contract which allows agility to respond to volatility, however installs further possibly uncertainty with long term strategies of staffing and training and provides management with further input required to retain those employees of value.
This approach to staffing is an indicator of Dominos HR approach on a branch level, as it is observed that HR is left mainly to the branch’ internal management structure unless becomes unmanageable or out of their experience or training levels, at which point advice is sought from an area manager, failing this then consultation is sought from FullHouse restaurants to advise on legal maters in regards to disciplinary procedures. Training for higher level management is available on the Dominos UK provided platform, however uptake has previously been unessential. The current Franchise owners FullHouse restaurants do have training requirements in order to be authorised into management positions,  however human resource training is not part of them.
Persons are treated within the organisation rationally and on that basis it would suggests that Dominos are a ‘hard model’ for HR management as explained by Collings and Wood “In hard HRM, managers focus on the profits and treat employees as sources of business, no different from machine and tools. While in soft HRM, employees are considered as valuable assets and sources of competitive advantage for the organisation” (Collings & Wood, 2009).
It is also clear to this reports author that the HR management approach of an organisation must be seen to be fair above all positions with the organisations strategies as its sole purpose, this could otherwise lead to false perceptions and further VUCA related issues arising, with the focus on communication, as Miller and Gordon tell us “While communicating is a vital skill for managers at all organizational levels and in all functional areas, human resource managers are expected to be especially adept communicators, given the important interpersonal component of their roles” (Miller&Gorgdon, 2014)

Conclusion
This report Demonstrates that Dominos is multi level comprising of several organisations, with each level operation as its own system to its organisational parameters. They largely manage themselves however do cross organisational boundaries to maintain shared values and visions, this is demonstrated through OER’s, brand related advertising and training schemes.
Observation and research above has shown that cultural influencing factors are largely unseen in line with and are not limited to within the organisation as per Schein’s Iceberg model (OpenUniversity, n.d.).  Organisational cultures also vary within depending on the hierarchal position of, or within, the company in line with Schein’s theory as above (Schein, 1996), for example the culture of communication with FullHouse restaurants, or the executive management, differs from that within the individual branches and their management. The explanation of Drucker’s phrase above together with VUCA being a strong threat to an organisation, it has highlighted the importance of HR management for the management and interaction with, and of, the cultures present in order to maintain proper motivation and achieve the goals set. HR Management, as Forbes HR council put it, gently push employees to behave or act in a certain way (Forbes HR Council, 2020).
Observation has also found that the previous Franchise owner of Neyland branch had a different approach to the training of their management staff and that communication with the executive culture as above within the current owners appears to be falsely portrayed.


Recommendations
It is recommended that in order to achieve “harmonious operation” as Haney puts it (Haney, 1934) through a good working culture, and if HR management of the individual branches is it remain mainly within said individual branches, better understanding of cultures and the role HR has to play in managing them would be highly advantageous. This would be achieved principally in wider training opportunities, or adjusting existing training programmes, along with more open communication with the existing experienced upper management.
Continued recommendation, in line with the advice from Johansen, would be to incorporate more agility within the company in order compliment the above HR training in preparation for any issue presented by VUCA (Johansen, 2009). This could be achieved in part by Dominos already applied solutions, by innovating continuously, 0hr contracts for a larger unskilled employment pool, but by, as Nielsen suggests, adapting faster problem solving, and improving efficiency to spend less time on internal operations (Nielsen, 2022).
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