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I. Introduction 
Employees have a duty and responsibility to ensure that customer satisfaction is achieved. Trained employees have the skills required in the workplace and are motivated to implement the skills. Therefore, they effectively and efficiently perform their roles in a way that needs of the customers are met. This results in increased customer satisfaction and loyalty to the brand which in return generates more sales and profits to an organization. For this study, we will be analyzing Primark. Primark is a fashion retailer clothing, footwear, and accessories at a fair price; “Amazing fashion, amazing prices.” 


II. Discussion: Primark, its background
Primark is a subsidiary of the Associated British Food. The mission of Primark is “To provide consumers with high quality, fashion basics at value for money prices” (Primark, 2019 p.3).  The central objective of Primark is to provide advanced and high-quality products that are affordable to all individuals. The company targets a majority of the population by providing a high-quality product at lower prices compared to it’s the competitors.  Primark vision is “providing quality products and services to its customers through price strategies.” The products offered are menswear, women wear, footwear, accessories, homewards, children wear, and lingerie. Primark targets all age groups from youths to the aged, and with different styles. Most people are attracted by the best services and quality of the products offered at Primark.
The company was set in place by Weston family in Dublin who later managed it well to the point that it expanded to other countries. As per ranking by the Worldwide Sales, Primark was the leading retailer in the UK in 2017. A study done by Brand Index ranked Primark as the leading high street retailer in the UK in 2018 (Sabanoglu, 2019 p.2). The company has many customers, and leads in both men and ladies’ clothes in the Great Britain. In 2016, it was the leading value clothing retailer in the UK. The retailer now owns 360 stores in different countries (Ortega and Okechukwu, 2017 p.75). These countries include Ireland, Spain, the United Kingdom, France, Belgium, Netherlands, United States, and Austria.



III. SWOT and PESTLE analysis of Primark
i. SWOT analysis
 Strengths 
Being a retail group, Primark has managed to provide consistency in the value of its product. It has many stores in different countries that employ many workers who can offer the best services to the customers. Primark has won many awards for the quality of its products, customer relations, and sales. Primark stores are strategic locations. Their use of environmental friendly packaging has created a positive reputation.
Weakness 
The company has been accused of using child labor in India. There are complaints by consumers over the quality of a few products offered by Primark. Primark has also not been able to give a stiff competition to other brands. Competition would help improve the quality of different brands for them to compete.
 Opportunities and threats
Primark can benefit from price leadership. This makes them able to provide quality for their consumers at a lower cost. The products offered by Primark are fashionable and of high quality. This makes them have the largest market share. Competition from brands like Mark & Spencer is the main threat faced by Primark.
ii. PESTLE analysis
Political factors such as new rules and taxes affect Primark, for example, the Dubbed Tesco Law. With its efficient management plans and price leadership, Primark has made more profits than its competitors. Primark can also take advantage of cheap labor, therefore, increasing profits. Socials factors affecting Primark are the changing trends and designs in the industry. By being customer conscious, Primark can address the changing needs of the consumers.  Due to changes in technology, communication and innovations have improved the lives of people. Primark has been able to curb stealing by use of CCTV cameras, therefore, reducing losses. With a change in consumer expectations and awareness, Primark has come up with a community engagement plan for better customer satisfaction. Primark also works in collaboration with other manufacturers to satisfy consumer needs. Primark also interacts with other countries where they import clothing and cheap labor. For these relationships to be stable, Primark should act ethically. 


IV. Primark internal structure
i. Role of employees
Being a famous company, Primark has many employees in all its branches. The employer has the duty of maintaining the workforce for them to serve the customers. Primark provides opportunities for first time workers to learn and earn skills in the fashion industry. In retail stores, there are customer service and sales agents. Supervisors and managers are also hired in Primark. The sales assistant performs duties such as product stocking, display organization, providing information about styles and stock, and completing transactions. The role of the management position is supervision of junior workers and other leadership roles. They are in charge of operations of the stalls. Managers have the responsibility to develop goals and managing employees to achieve them.  The management plays a critical role in business success or failure. The supervisor’s primary duties are mentoring, training, and overseeing the activities of employees. The benefit of working in Primark is that as a worker, you will enjoy flexible schedules, career advancement through training, and get competitive salaries and wages.
ii. Training and development
Training and development strategies are implemented by Primark to improve duties performance and relationships in the work place. Through training and development, employee's performance improves as they perform their roles easily and effectively. They can understand their roles and responsibilities; therefore, they will require minimum or no supervision. Training also instills confidence in workers in performing their duties. Primark uses training and development to increase the satisfaction and morale of employees. Employees feel valued and appreciated when they receive training this in turn, creates satisfaction and loyalty (Saks, 2015 p.65). Training and development can be used by an organization to improve employee skills and address weaknesses. Through training and development, Primark can be consistent in service and product offered. This helps them maintain customers and attract others. Training increases innovation, and this leads to business success. Training helps retain employees as they want to continue gaining from the program. This, in turn, reduces the cost of turnover. Training and development also create a positive reputation for an organization. Many people who join work for Primark are seeking an opportunity where they can advance their careers.
iii. The role of human resource in Primark
The role of the Human Resource manager is essential in the success of Primark. Primark has over 70000 employees, and managing these workers is very crucial. The company provides fair working conditions for all employees. Primark engages all its stakeholders in its operation. This involves consulting all people who are affected by the decisions and actions of the business. Communication with these stakeholders enables Primark to engage them in making a critical decision. Involving the employee in decision making on matters that affect them is very important and motivates them (Business Case Studies, 2019 p. 2). Motivated employees lead to a better quality outcome. The human resource manager is answerable for recruitment and selection at Primark. Employees who pass all the recruitment policies are considered the best fit for the organization. By ensuring the best workforce in Primark, the retails shops are doing well. The human resource manager is also responsible for training and development, which leads to the success of the business. The human resource manager is also responsible for compensation management. According to Habibi (2019, p.50), an excellent compensation program leads to a motivated and satisfied workforce. Recognition and monetary compensation in Primark is one factor that backs the success of the company. It is the role of human resources to ensure that there is discipline and policies are implemented. This ensures that the relationship in the workplace is healthy, and tasks are performed in the right manner.
iv. Skills and training requirements
An effective human resource should have both interpersonal and managerial skills. One should also have leadership skills. Leadership skills are essential in motivating employees to work towards the goals of Primark. The human resource manager should have good communication. This is because the role involves talking to different stakeholders concerning different matters. A human resource manager listens and solves issues affecting workers; therefore, having excellent communication skills is critical. Since human resource is charged with varying roles of an organization such as performance appraisal, development, and employee relation issues, organization skills are also vital quality. A human resource manager should have decision-making skills. Duties such as recruitment and selection require proper evaluation and the ability to make sound decisions. An appropriate fit of the workforce is critical for the success of the business. A human resource manager should have budgeting skills to minimize the cost of operations. He/she should ensure that the funds allocated for the department are used wisely.
When developing a training program, several factors are considered to meet organization needs. Different training needs require the use of different training modes. For example, role plays enable participation and fun during the sessions. The amount allocated for training and development is also considered. Primark chooses the most cost-effective method of training, such as PowerPoint presentations. When developing a training program, the audience should be considered. For new employees in Primark, more detailed training content is required. Depending on the roles and department of managers and supervisors, the content of the training is different. 




V. Conclusion 
Employees in Primark play an essential role in the achievement of goals and objectives. They should be well-motivated, to offer quality service. Training and development ensure the improvement of skills and knowledge of employees at Primark which leads to the success of the business. Customers are a crucial part of any business. Primark cannot exist if there are no consumers; therefore, the need to understand and respond to the customers’ needs. Primark can provide its customers with affordable and fashionable products. Primark ensures that consumers are not only provided with the best products but also ensures all their concerns are addressed. Primark is dedicated to ethical practices that a business should have. Through communication on their website, Primark can engage its consumers.
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VII. Appendices
	Date 
	2rd December 2019

	Employee 
	Desiree Forbes

	Job title
	Sales person

	Training needed
	Communication skills
Customer service
Time management
Display style
Items costs 
Fabric type and colors

	Estimated cost
	Training materials estimated cost- £150

	Completion date
	10th November 2019



