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[bookmark: _Toc138357514]Executive Summary 
Several significant accomplishments can be used to explain Primark's success. The company is able to offer affordable prices without sacrificing the quality of its products because to effective supply chain management and a focus on cost reduction. Primark's position in the fast-fashion industry has also been further enhanced by its growth into new areas and ongoing product line improvements.
Primark's leadership style is a combination of transformative, participative, supporting, and goal-oriented strategies. The organization's leaders establish a clear vision, encourage teamwork, offer direction and support, and place a high priority on moral and responsible business practices. The success of this transition to online purchasing has been made possible by the leadership approach that has been used to drive the transformation process.
Customer focus, teamwork, agility, operational excellence, staff development, social responsibility, and inclusion are all embodied in Primark's organizational culture. Understanding and addressing client needs, developing staff collaboration, and cultivating a quick-thinking and flexible mindset are all priorities for the business. As part of its commitment to sustainability, ethical sourcing, and community involvement, Primark also aligns its business practices with social and environmental obligations.
Primark has become aware of the need to adjust to shifting market dynamics in recent years, particularly the global pandemic that precipitated a brief shift to internet purchasing. Primark was able to continue servicing its clients as a result of this change even during lockdowns. Although Primark's traditional brick-and-mortar stores are still the foundation of its business strategy, the company's push into internet shopping gave it a short-term substitute for reaching people and making money.
There were enormous financial and human resources invested in the decision to go online. To complement its online activities, Primark made investments in creating an e-commerce platform, putting digital marketing techniques into practise, and building a strong logistical infrastructure. Additionally, staff members received the required training and tools to successfully negotiate the online move.
A number of internal and external variables contributed to the shift to internet buying. Leadership at Primark understood internally how important it was to adjust to shifting consumer tastes and maintain competitiveness in a fast-changing retail environment. The necessity for Primark to have a temporary online presence was driven by external factors such as the global pandemic and the accompanying shift in customer behaviour towards internet buying.
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In the fast-paced world of retail, companies always have to deal with the problem of how to react to customers' changing tastes and to new technology innovations. Primark is a good example of a company that has always been at the top of the market for cheap clothes. Primark is a big high-street store that has done well and become a star in its field. It has a large network of stores all over Europe. The company is known for selling trendy clothes at prices that aren't too high. (Taylor, 2018). But recently, the company has realised that it needs to change to keep up with the changing market environment and try out new things by temporarily entering the internet field. This choice was made because the company has recently realised it needs to look into new opportunities.
This paper will investigate the crucial choice that Primark made to embrace internet expansion, a move that was judged important due to the exceptional circumstances that were brought about by the worldwide epidemic. Primark has previously relied primarily on its physical stores as its principal sales channel. However, the company recently expanded its operations into the area of online retailing, which is a strategic move that has had important repercussions for Primark's business practices, the customer experience, and the general perception of the brand.
It is easy to understand that the company gained vital insights into the bigger dynamics that are influencing the retail industry today by looking into the motivations for Primark's brief online expansion and studying the problems and opportunities it faced during this era. This is possible to do by examining the obstacles and opportunities it encountered during this period. In addition, a thorough understanding of the company's strategic decision-making process as well as its implications for the future may be obtained by analyzing the impact of this transitory adjustment on Primark's business model, customer engagement, and competitive positioning.
The circumstances that forced Primark to build a digital presence will be discussed in the next sections of the report. These factors include the disruptions caused by the COVID-19 pandemic and the evolving customer behavior towards online purchasing. In addition, some cases will investigate the steps that Primark made to provide its customers with a smooth online shopping experience. This is important to keep in mind when thinking about the inherent obstacles that a company faces when it is best known for the shopping experience it provides in its physical stores.
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With its headquarters in Dublin, Ireland, Primark is a well-known global fast-fashion retailer and a division of Associated British Foods (ABF). Arthur Ryan founded the business in 1969, and it was originally known as Penneys. It soon attracted a large consumer base thanks to its selection of stylish yet reasonably priced apparel. For £409 million, Primark acquired Littlewoods' outlets in the UK in 2005. 40 of the 119 stores were retained, and the rest were sold. (ABF, 2022)
Primark has grown and expanded significantly over the years, securing its place as a major player in the global retail sector. Along with the United States, the corporation runs a huge network of stores in Europe, including the United Kingdom, Ireland, Spain, Germany, and France. Its stores stand out for their spaciousness and broad selection of clothing for men, women, and children as well as accessories, shoes, and home goods. (Hendriksz, 2017)
Primark's success was due to a lot of different things. First of all, the company's commitment to selling cheap clothes has made it popular with shoppers who care about prices, which has helped Primark gain a lot of market share. Primark is able to sell trendy items at reasonable prices because it manages its supply chain well and takes advantage of economies of scale. (Primark Corporate, 2023). Primark has also concentrated on developing a distinctive in-store shopping experience, highlighted by tidy layouts, well-organized displays, and helpful staff. Through this strategy, Primark has developed a devoted following of buyers and established itself as the go-to store for stylish people looking for reasonably priced, in-vogue clothing. (Primark Corporate, 2023)
The reach of Primark has successfully extended beyond its Irish and British roots. The business has a solid presence throughout many European nations and has emerged as one of the top fashion retailers there. Primark also entered the crowded US market recently, opening shops in significant cities and being well-liked by customers there.
In order to promote sustainability and moral behaviour throughout its supply chain, Primark has made great progress. The business is dedicated to lessening its impact on the environment, enhancing working conditions for employees, and advancing equitable pay. Utilising materials that have been ethically obtained, implementing recycling programmes, and forming alliances with other companies are just a few of Primark's sustainable initiatives. (Primark, 2023)
Customers have a positive opinion of Primark, especially because to its value-driven offerings and wide variety of products. The business has a devoted following of customers and continuous profitability as a result of its ability to keep up with fashion trends and provide them at reasonable pricing.
Primark works hard on projects related to business social duty. The brand is trying to promote diversity and inclusion in the fashion business, and it also gives money to a number of charities. Primark's efforts to give back to the community and bring attention to social problems have made the brand more popular. (Primark, 2022)
The change was one that was based on the fact that they can create certain online services through which people can order their favorite products directly to their door. (Eley, 2023)
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[bookmark: _Toc138357519]Reason of change Financial/Human Resources and Internal/External factors (SWOT/PESTLE)
Primark's choice to start an online shopping site was mostly driven by the need to adapt to changing customer behaviour and market factors, especially because of the global pandemic. The following cases show how Primark's decision to expand online was influenced by both money and people.: Despite the fact that the company has traditionally focused on brick-and-mortar retail (Impression, 2019), Primark's decision to embrace online expansion was motivated by the following examples:
Primark experienced considerable revenue losses as a result of temporary store closures and restrictions that were enforced during the pandemic. As one of the primary financial considerations, revenue loss mitigation was one of the primary factors because of this. The company anticipated that it would be able to reduce these losses and keep producing revenues through an alternative channel if it expanded its operations to include internet purchasing. (Nazir, 2022)
Another aspect was diversification of revenue streams. Primark's goal was to lessen its dependency on its physical stores by building an online presence as a means of diversifying its revenue streams and increasing its customer base. By implementing this business strategy, the company was able to expand its customer base and participate in the rapidly expanding e-commerce sector. Also, Long-Term Cost Savings: Primark recognized the potential for long-term cost savings in terms of reduced retail overheads, such as rent and maintenance charges. Although the initial investment in building an e-commerce platform and logistical infrastructure may have incurred costs, Primark recognized the potential for these savings. (Snowdon, 2014)
 	On the other hand, human resources factors were also important for Primark. Skill Acquisition and Development demonstrates that Primark had to invest in training its employees to adapt to the online retail market. As a result of this investment, Primark was able to compete successfully in the online retail environment. Managing online orders, providing customer care via digital channels, and making good use of e-commerce platforms were all new skill sets that needed to be developed as part of this project.
Staff Restructuring demonstrates that Primark had to reallocate resources within its staff as a result of the shift to online selling. Others may have been placed on temporary leave or given other roles within the physical stores, while some staff may have been reassigned to online operations, such as managing online orders and consumer enquiries.
The process of hiring and recruiting elucidates For Primark to be able to support its online expansion, it is possible that the company needed to hire additional employees who had experience in e-commerce, digital marketing, and the building of websites. In order to accomplish this, it was vital to locate personnel who have the knowledge, expertise, and experience required to successfully navigate the environment of online shopping.
 	Primark was able to expand its client reach beyond any geographical limits by moving its business operations online. This made it possible for customers to access Primark's items and make purchases regardless of where they were located in the world.
The introduction of online shopping gave customers the ability to look at and purchase Primark's wares whenever it suited them, from the comfort of their own homes, around the clock, without the need to travel to the retailer's brick-and-mortar locations. This made the shopping experience more convenient.
Primark's ability to cater to the developing preferences of customers, who increasingly favor the ease and flexibility of online shopping, has allowed the company to better adapt to shifting patterns of consumer behavior since the company expanded its online presence. (Primark ,2017)
 	Primark encountered difficulties while attempting to replicate the distinctive in-store experience. This experience is distinguished by spacious storefronts, tactile browsing, and personalized customer service, all of which may have been tough to imitate online. Primark faced several difficulties when attempting to replicate the in-store atmosphere. Because of the operational and logistical intricacies involved, expanding an online business has needed large investments in logistics infrastructure, order fulfilment, and inventory management systems. These expenditures faced operational challenges and potential hazards if they were not carried out in an effective manner.
Due to the fact that Primark joined a field that was already inhabited by well-established e-commerce businesses, the competitive landscape demonstrates that Primark faced increasing rivalry in the online space. In order to compete with established internet shops, it was necessary to differentiate oneself strategically and employ good marketing in order to attract and keep clients. (Newman, 2021)
Several things forced Primark to make the change to online shopping. One of these reasons is that the COVID-19 pandemic had a big effect on the retail industry. Many stores had to close and limits were put in place to stop the virus from spreading. As with many other stores, Primark lost a lot of money when these stores closed. Because of this, the company had to switch to online shopping as a way to keep serving customers and making money during the epidemic. (Cronin,2022)
Another reason was that the epidemic made people more likely to shop online, which was already a trend. As lockdown measures and social distance rules have been put into place, more and more people have turned to e-commerce platforms to meet their shopping needs. Because of this change in customers' habits and interests, Primark had to change its business plan to keep up with the growing demand for online shopping. When it comes to purchasing, today's customers have higher expectations for ease and versatility. Customers have the freedom to look at a store's inventory and make purchases at any time and from any location thanks to the accessibility offered by online shopping. Primark recognized the significance of satisfying these ever-changing customer expectations and realized the need to offer an online shopping option in order to maintain its position as a competitive player in the market. (Sillitoe, 2022)
Primark's market situation was put in danger by the rise of e-commerce giants and the growing online presence of other fashion shops.  Primark needed to expand into online retail to compete with established businesses and capitalize on the expanding market for e-commerce if it wanted to continue to be relevant and keep its consumer base. (O’Carroll, 2022)
Also, the retail business has been going through a digital shift for a few years now, with online shopping becoming an important part of the whole customer experience. Primark knew that in an increasingly digital retail world, it was important for the business to use digital platforms and technology well in order to connect with customers, reach more people, and stay ahead of the competition. The expansion of Primark's online presence provided the company with the possibility of entering new markets and expanding its consumer base beyond its current geographic footprint. Because of this, the company was able to broaden its customer base, raise the visibility of its brand, and potentially generate significant revenue growth. (Davey, 2022)
 	In a nutshell, the global pandemic, changing customer behavior, developing expectations, increasing competition, the continuous digital transformation of the retail industry, and the chance for development were the primary driving forces for Primark's decision to go to online shopping. Primark was driven to modify its business model and embrace online retail as a strategy to remain resilient and to cater to the changing needs of its customers as a result of the combination of these several causes.
	Primark's choice to switch to online shopping was significantly influenced by both internal and external influences. By analysing these factors with the SWOT and PESTLE models, Primark shows that it has a good understanding of how they affect the move to online shopping. This makes it easy to show how internal and external factors were affected by SWOT and PESTLE. 
 	Solid brand repute is evident shows that the well-established brand reputation and devoted customer base of Primark served as a solid base for its online expansion. Customers were likely to embrace the online platform because they were already familiar with Primark's stylish and economical clothing options.
A modest online presence due to its historical emphasis on physical stores, Primark had a very small internet presence before the outbreak. This shortcoming made it necessary to build and enhance its online capabilities as soon as possible. (MacDonald,2023)
Market diversification demonstrates that Primark had the potential to expand its market reach outside its physical store locations thanks to online retail. Customers who preferred online shopping or did not have access to Primark outlets in their area could be attracted by the brand by expanding into new geographic markets. With established e-commerce businesses and fashion shops already operating successfully, increased competition demonstrates how competitive the online retail industry is. Due to their early entry into the online sector, these competitors posed a challenge to Primark. (Adamkhankasi, 2020)
Primark's online expansion was influenced by laws, regulations, and policies relating to data privacy and online retail. In order to guarantee a seamless and legally compliant online buying experience, compliance with these regulations was essential.
Revenue losses demonstrate how the pandemic's negative economic effects, such as store closures and decreased customer spending, cost Primark a lot of money. The potential to reduce these losses and retain revenues came with the move online.
Consumer behavior is changing, and Primark's choice was affected by this trend towards online purchasing during the epidemic, which was motivated by convenience, accessibility, and safety concerns. Staying relevant required adapting to changing consumer expectations and preferences. E-commerce developments demonstrate that technological advances in e-commerce platforms, logistics, and payment systems gave Primark the foundation and resources it needed to set up and manage a successful online retail presence.
Data protection and privacy demonstrates that maintaining compliance with data protection laws and guaranteeing client privacy were important factors for Primark's online expansion. To foster trust and safeguard client data, compliance with regulatory standards was essential. (Primark, 2023)
Focusing on sustainability reveals that Primark's transition to online retail gave it the chance to demonstrate its dedication to sustainability by lowering the carbon footprint connected with its physical stores. The possibility exists for online buying to be more ecologically friendly. (Partridge, 2021)
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 	Different departments and leaders within the organization may follow different leadership styles. However, there are several recurring traits that can be seen in Primark's leadership style: When it comes to inspiring and empowering staff to reach their best potential, transformational leadership, which focuses on this, is something Primark frequently demonstrates. At Primark, transformational leaders support innovation, cultivate a sense of purpose, and advance a common vision of expansion and success. They motivate and enable staff to embrace change and support the overarching objectives of the company.  (Free Essays,2020)
The managers at Primark also lead in a helpful way by giving staff members direction, motivation, and tools to help them with their work. They help and guide workers, making sure they have the tools and support they need to do their jobs well. This motivating approach creates a good environment at work, which makes people more likely to trust and stay with the company. (Primark, 2023)
 	Numerous essential characteristics of the Primark culture, include a focus on the consumer It is evident given the importance Primark takes on satisfying its wide range of customers' needs and ensuring their contentment. The business aims to offer products that are reasonably priced and stylish while also delivering a satisfying and pleasurable purchasing experience. (Hendriksz, 2017)
The importance of teamwork and collaboration in Primark's culture is another element. The workplace is team-oriented, where individuals cooperate to accomplish shared objectives. To foster creativity and problem-solving, open communication and cross-functional cooperation are encouraged.
Primark emphasises staff development together with the growth and development of its workforce. To help employees develop their abilities and realise their full potential, the organisation provides training programmes and chances for professional progression. Primark is committed to supporting its workers, appreciating their achievements, and creating a positive work environment. (Primark Corporate, 2017)
 	Primark's change process was designed and carried out much better with the help of leaders from within the company. As Primark moved to online shopping, leaders in the company took on a variety of tasks to drive and handle the complicated changes. 
Top leaders, like the CEO and the executive team, were in charge of making strategic decisions about the switch to online shopping. This is an example of making strategic decisions. They looked at what the business could do, how the industry was changing, and came up with a clear plan for growing online. Change management planning is another important example. Leaders at Primark were very important in making thorough change management plans. They figured out the important areas that would be touched by the change, set clear goals and objectives, and made a plan for how to make the change happen smoothly.
The way resources were divided shows that people in charge of making decisions were involved in allocating the resources needed for the online growth. Putting money into digital marketing, building a strong system for logistics, and making an e-commerce site all needed money. They also made sure that the right people were hired and given the right training so that the new online activities could run smoothly.
Another example is watching and analysing. Leaders were involved in keeping track of the growth of the internet and figuring out how it affected the business. They set up performance measures, kept an eye on key performance indicators, and regularly looked at the results to find problem areas and fix them. (MacRae, 2022)
The change process at Primark was greatly aided and supported by leadership. The following are some ways that leadership sparked the change:
Establishing a Clear Vision: Leaders established a distinct vision for the transformation and effectively conveyed it to all levels of the organisation. They explained the rationale for the transition to online purchasing, its advantages, and how it complemented Primark's long-term strategic objectives. Employees were better able to understand the change's goal and direction thanks to this clarity of vision.  (Ashkenas and Moore, 2022)
Building Commitment and Support: Strong leaders helped their team members become committed to the change and support it. They communicated in an open and transparent manner, answering questions, resolving concerns, and actively including staff members in the decision-making process. Leaders gained the support of workers at all levels by encouraging a sense of ownership and engagement. (Primark, 2023)
Allocating Resources: In order to support the transition process, leaders were essential in allocating the appropriate resources. This includes funding for marketing initiatives, infrastructure building, and technology improvements. In order to properly support the online activities, they also made sure that human resources were allocated, such as through hiring and training people with digital skills and expertise.
Giving Direction and Support: Throughout the transition process, leaders gave employees direction and support. They supplied the essential tools and training to enable a smooth transition, as well as clear direction and expectations. Additionally, leaders offered emotional support, acknowledging the difficulties that come with change and fostering an environment where staff could successfully deal with it. (Gawley, 2021)
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Once the root cause has been determined, a fundamental tool for root cause analysis called force field analysis can assist you in taking appropriate action. The method is predicated on the idea that any condition results from an equilibrium between forces for and against the existing state. Reinforcing positives and eliminating or lowering negatives will help bring about a change by balancing the opposing forces and/or boosting the favorable forces.
Force field analysis has several advantages, including the ability to compare the positives and negatives of a situation, consideration of all factors involved in bringing about the desired change, encouragement of consensus regarding the relative importance of variables on each side of the balance sheet, and encouragement of open discussion about the causes of a problem and potential solutions.
A force field analysis shows how a change can be positive or negative, showing clear signs through pros and cons. (Luque, 2022). For example, the change made temporarily by the company Primark, may have points for the change such as the fact that it can win new customers or a new audience of consumers, the fact that it could have increases in sales and profit, saving the company in critical situations such as covid- 19, but also the reduction of competition. On the other hand, the forces that prove against the change could be examples such as the impact on the environment, the difficulty of implementing these changes, the risk of losing certain clients or even taking the company on a trajectory that would not coincide with the company's vision.
In the end, it turned out that the change was beneficial for the company, considering that this change had as its purpose the temporary rescue in terms of the company's income and the reduction of the difficulties of maintaining sales during the lockdown period.
A change agent is a person who helps start the change management process. This person is also called a supporter of change. By motivating and influencing others, they assist an organization—or a division of an organization—in changing how it functions. A change agent will advocate for, support, enable, and encourage the implementation of change inside an organization.
The duties of a change agent include explaining how change is advantageous for both the organization and the employees, listening to the team members and employees involved to get their feedback and incorporating it into the implementation process, understanding employees' reactions to change and reducing resistance to change, encouraging and supporting employees to become change champions and promote it, and actively engaging with employees by conducting change management exercises.
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In conclusion, the effects that appeared following the change made by Primark, through the implementation of delivery services, were presented.
These resulted in mixed feelings, considering the fact that a large majority of consumers wanted to keep these services, or even more to expand them. At the same time, the PDP table is specific, and shows valid recommendations regarding future implementations and how these can be successful with a little support and a well-established action plan.
The swot and pestle demonstration proves that they were pushed by the situation in both cases to make the change but also clear reasons why the change had to be interrupted.
The representation of a force field analysis proves to a large extent what were the basic ideas that pushed towards this change, but also what the risks could have been.
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	Recommendation Objective
	Measures-What action will be undertaken to resolve
	Priority
	Support & Development External/Internal
	Review Dates

	1. Use existing models such as Force Field Analysis for future changes or implementations.
	1. Get all the force for and force against and decide a score for both of the forces

	1. Medium

	1. Make sure all that the forces that are required are the one with more significance 

	1. 6 months


	2. Gather new ways of innovation and more knowledge before implementing a change.

	2. Check the market and competitors, use proper management team to get the newest information 

	2. High 

	2. Offer stuff possibility to come up with new ideas and concepts/Teach stuff that failing means learning 

	2. 3 months

	3. Get people up to date, and keep the stuff ready for future changes 

	3. Offer proper training and refreshes to stuff and members of the company 

	3. High
	3. Keep meetings and briefs daily to keep people updated with the new information that has been gathered

	3. As soon as the information has been gathered and ready to be shared  
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Strengths: 
Strong Brand Reputation: As a top retailer of fast fashion known for its reasonably priced yet stylish clothing alternatives, Primark has developed a strong brand reputation.
Large Store Network: The company runs a sizable network of stores throughout Europe and the US, making its items widely accessible.
Efficient Supply Chain: Primark's effective management of its supply chain enables them to provide competitive pricing and react rapidly to shifting fashion trends.
Unique In-Store Experience: With well-organized displays, roomy layouts, and a large selection of product offerings, Primark offers a distinctive in-store shopping experience.

Weaknesses:
Prior to the pandemic, Primark had a small internet presence, which made it difficult for it to attract clients who preferred to purchase online or didn't have access to physical stores.
Dependence on Physical Stores: Due to Primark's strong reliance on physical stores, its revenue stream was susceptible to disruptions like store closures during the pandemic.
Opportunities:
Online Expansion: The move to online shopping gives Primark the chance to expand its consumer base, diversify its revenue streams, and take advantage of the expanding e-commerce sector.
International Expansion: Primark may keep extending its reach into new areas, especially in nations where it has not yet made a significant inroad.
Sustainability initiatives: Primark may draw in customers who care about the environment and improve the perception of its brand by further integrating sustainable practices into its operations and product offers. (StrategyStory,2023)

Threats:
Rivalry is fierce: Primark confronts fierce rivalry from offline and online fast-fashion retailers, which could affect market share and client loyalty.
Consumer tastes Are Changing: Primark may find it difficult to integrate its offerings with changing consumer tastes, such as a move towards ethical and sustainable fashion.
Economic Uncertainty: Consumer spending trends or economic downturns may have an impact on Primark's revenue and profitability.

[bookmark: _Toc138357526]5.2 PESTLE Analysis Primark
Political: 
Government Regulations: Because Primark works internationally, it must abide by a number of laws regarding labor, trade, taxes, and import/export. For things to run well, adherence to these rules is crucial.
Economical:
Economic Factors: Economic factors that can affect Primark's sales and profitability include GDP growth, inflation rates, and consumer spending trends. Consumer expenditure on products that are not absolutely necessary may decline during economic downturns.
Currency Fluctuations: Due to its activities in numerous nations, Primark is subject to currency exchange rate fluctuations, which may have an adverse effect on its profitability, especially when it comes to sourcing items and controlling global supply chains. (StrategyStory,2023)
Social:
Changing Consumer Behavior: Primark must adapt to altering consumer preferences, such as a surge in the desire for fashion made with ethical and sustainable materials and a move towards online platforms for buying.
Demographic Shifts: Demographic variables that affect Primark's target market and product offerings include population growth, age distribution, and cultural variety. For long-term success, you must comprehend these demographic changes and adjust your strategy accordingly.

Technological:
Primark must adjust to technological advancements, particularly those in e-commerce, mobile applications, and supply chain management systems. Adopting digital innovations can improve operational effectiveness and consumer experience.
Data Security: Primark must handle data security and privacy issues in light of the expansion of its online business in order to safeguard client information and adhere to data protection laws.

Legal:
Employment Laws: Primark conducts business in a number of nations with various labor laws and rules. It is crucial to follow these rules, make sure that fair labor practices are used, and keep strong bonds with both employees and unions.
Intellectual property rights: To prevent unauthorized usage and keep its competitive advantage, Primark must protect its brand, trademarks, and designs.

Environmental:
Climate Change and Sustainability: Primark is under increasing pressure to embrace environmentally friendly practices, lessen its influence on the environment, and address climate change issues. Key issues include embracing sustainable sourcing, cutting waste, and fostering ethical behavior. (Blogspot, 2021)
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