


                       


                       
                           UNIVERSITY OF WALES   TRINITY SAINT DAVID

                                        Student name:  LUCIAN MARINESCU
                                        Student ID :  1917360
                                        LCBB 4002 –COMMUNITY ENGAGEMENT
                                        Lector : Dr. TOYIN ADISA
                                        REPORT  TITLE : 
                                        LIDL – ORGANIZATIONAL ANALYSES
                                        Date : 17.05.2020


Introduction
This report provides an organizational analysis of Lidl, one of the biggest global 
supermarket chains, cover a wide range of aspects as goals, mission, and values, size, structure, the customers , a detailed SWOT analysis, and employees and their significance in the successful operation and profitability of the retailer. In addition, an analyses of the importance of training and development programs within an organization to demonstrate the transferability of skills is provided focusing on the role of a customer service manager within Lidl.

Discussion and Analysis
           

Organizational Overview 
             Lidl is a supermarket chain with its headquarters in Neckarsulm, Germany, 
who prompted its success in the UK. The supermarket chain was established in 1973 and opened its first store in Great Britain in 1994 and currently operates more than 760 stores in Great Britain, over 10,000 stores across Europe and USA. Lidl employs more than 22, 500 workers in the UK and has a market share of 6% (Lidl GB, 2020). Today, Lidl is the UK’s 7th largest supermarket chain after overtaking Waitrose (Hobbs, 2017). Its vision is “to enhance the lives of our customers, by providing quality products at a market-leading value, whilst ensuring that customer satisfaction is at the heart of everything we do”, its major goal is to make “Good Food” accessible to everyone. This mean delivering customer satisfaction, ensuring the provision of market-leading quality and value, constant innovation, optimization of its processes, and also driven by technology and its people. Lidl also aims to contribute to society and make long haul progress through heavily investing in recruitment as well as training and development of its employees encouraging teamwork, integrity, honesty, responsibility, cooperation, openness, and effective communication (Lidl GB, 2018). 

Customers
 Lidl targets consumers are from: all age groups, different levels of education, middle and upper-middle class of society. Statistics indicate that 14% of the Lidl shoppers comprise of “skilled manual workers” (Hyde,2015) . In terms of  behavior, Lidl targets people with heavy spending habits while in terms of psychographics, highly interested in quality products from the upper social class. The retailer promotes its products to attract wealthier shoppers who like bargaining for quality products (Spary, 2014). Therefore, the biggest expectation of Lidl’s customers is to receive high-quality products, be assured of quality products, and excellent customer service. Therefore, Lidl has recently focused on the “big on quality” aspect rather than focusing mainly on prices (Hammett, 2019). 

                                                     
SWOT Analysis
	Strengths
· Strong brand reputation/portfolio
· Affordable prices
· A wide range of product choices
· Provision of high-quality products
· Highly-skilled workforce
· Provision of excellent customer service (Lidl GB, 2020).
	Weaknesses
· Weak organizational structure
· Controversies over employee management 
· Failure to incorporate different and effective work cultures

	Opportunities 
· Technological advancements 
· Economic growth in the UK
· Increased consumer spending
· Growth of online shopping (Butler and Wood, 2014). 
	Threats 
· Increased competition
· Brexit uncertainty  
· Currency fluctuations in the different countries it operates (KPMG, 2018).  




                                                  Role of Employees
Lidl has more than 22,500 employees in the UK who are responsible for making it one of the leading supermarket chains in the UK by ensuring the provision of marketing leading quality and value. Its employees also help enhance innovation, optimization of its processes and the successful adoption of technology within the supermarket through their diverse skills and abilities, ensuring the provision of excellent customer service and high-quality products and services which is the supermarket’s vision. As a result, Lidl highly invests in the recruitment, training, and development of its people (Lidl GB, 2020). 

                Training and Development and its Importance to Organizations
Training and development involves all education activities within an organization that 
are developed to enhance employees’ skills, knowledge, and attitudes and also provide information and capabilities. Training centers around developing workers in their present job roles and preparing them for future jobs and obligations (Vinesh, 2014). The primary significance of training employees is to improve innovative learning which guarantees that representatives, through worth expansion, can viably carry out their roles and responsibilities. This  enhances an organization’s competitive advantage , the growth of both the employees and the organization, enhances employees’ satisfaction, helps reduce supervision on workers, and also improves the quality of products and services offered for enhancing customer satisfaction (Vinesh, 2014).
 (Salah ,2016) argues that whether an organization succeeds or fails depends on the 
quality of its human resources. Having well-trained and highly developed employees is vital for an organization’s success. This is because training is closely linked with employees’ performance and productivity through increased morale, helps safeguard an organization’s stability, minimizes risks, and costly errors among employees, helps reduces costs and expenses with an organization, and also improves the management of an organization. This is achieved through the modification of employees’ behavior, skills, and abilities through training and development programs to meet changing employment aspects (Salah, 2016). 

                                                     Important Role in Lidl
One of the most important roles within Lidl is the customer service manager. Hudson 
and Hudson (2017) argue that providing high-quality customer service should be the number one focus of every CEO’s agenda. Today, businesses are operating in changing business environment, must focus more on providing timely, quality service (Hudson and Hudson, 2017). The customer service manager at Lidl is extremely important to the performance and overall success of the supermarket, is responsible for ensuring that customers are provided with the products and services they require, keeping them satisfied all the time. They ensure that the customer service team offers customers the best services, supervises the activity being in charge of enhancing customer satisfaction, retention, and loyalty by ensuring that customer expectations are exceeded. Brink and Berndt (2009) indicate that customers are the foundation of any business without which an organization could not survive in the long run.

                      Skills and Knowledge for a Customer Service Manager
To effectively perform the role of a customer service manager, it is important to have 
a Bachelors degree or Masters in Business Administration or any related field  as consumer studies, management studies, marketing and business studies. The primary role of a customer service manager is to communicate with customers and thus effective communication skills are crucial. Additionally,  is important to be able to handle pressure, have a thorough knowledge and understanding of the products and services by the company, to effectively interact with customers and provide them with the necessary information, have excellent administrative skills, organizational skills, excellent interpersonal skills, problem-solving skills, and also excellent computer skills (Knapp, 2014). A customer service manager should have excellent listening skills to be able to listen to customers and understand what they want, excellent creative thinking skills, motivational skills, the ability to supervise and lead and also planning skills to effectively develop customer service policies. Customer service managers should also demonstrate high levels of confidence, politeness, understanding, and diplomacy when addressing difficult situations to more a role model to the customer service team they lead. A customer service manager should also have the ability to translate their skills to other employees through training and excellent mentoring and also the ability to efficiently work in teams (Werner and Desimone, 2012). 

                                       Training and Development Requirements
According to Bashmakh (2019), training starts with an effective training technique 
which focuses on identifying the skills and capacities required by the workers, drawing up an action plan to ensure and develop effective training of the employees, to ensure employees are equipped with relevant knowledge and skills. Thus, offering a training and development program to a customer service manager requires a wide range of requirement as to identify the training and development need, discussed with the customer service manager annually as part of the performance review and planning process. The training required will be accessed in which either internal or external. Another requirement is to determine the type of training that will be required in which a reactive, proactive, or an active learning approach can be adopted (Bashmakh, 2019). Customer service managers often require a degree in business administration, effective communication, interpersonal, and problem-solving skills, they must undergo on-site regular job training to help them to upgrade their knowledge on how to effectively interact with customers to ensure excellent knowledge, skills. Additionally, training on computer packages and technical skills is required to ensure the effective performance of the role (Vinesh, 2014).  

Conclusion
[bookmark: _GoBack]         Based on the results of the organizational analysis, Lidl is the 7th largest supermarket chain in the UK operating in the UK’s retailing sector, has a market share of 6% in the UK and aims at making good food accessible to everyone. The retailer targets consumers in the middle and upper class and focuses mainly on providing its customers with the highest quality products at the lowest possible prices through the provision of discounts to its customers. The retailer recognized that its employees are the most important asset it has and thus it invests heavily in recruitment, training, and development of its people to help achieve long term success. Based on the analysis, training and development is crucial to the success of an organization as it not only enhances individual performance, but the overall productivity and profitability of an organization. Focusing on the role of a customer service manager at Lidl, it is established that training and development is vital in enhancing the skills, knowledge, and attitudes or employees to help them perform their job effectively. 
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Appendices
Appendix 1: One-month Training and Development Plan
	Proposed Training Topic 
	Business Need Solved
	Training Method
	Duration/Timeframe
	Potential Barriers 
	How to Overcome Barriers 

	Customer Service Skills
	Trainees will offer excellent customer service
	Group Discussions
Role play

	7 days
	Employees’ unwillingness
	Enhancing awareness on the benefits of excellent skills in the provision of excellent customer service

	Product and Service Knowledge
	Trainees will be able to effectively understand the products offered to pass the knowledge to customers
	Training Videos
Interactive training
	10 days
	Time constraints
High costs
	Better planning and time management 
Avoiding training on unnecessary issues 

	Using customer service tools
	Ensure trainees can effective use any of the tools or equipments used in customer service interactions such as computer systems 
	Scenarios
Group Discussion
	7 days
	Lack of commitment
Different learning habits
	Encouraging high levels of engagement 

	Understanding of authority levels 
	Trainees will understand what they can do or not in regards to addressing customer needs
They will understand what needs to be escalated to higher authorities
	Role play
Group discussions 

	7 days 
	Laziness/tiring schedules 
	Scheduling training program with breaks 




