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1. [bookmark: _Hlk34593547]INTRODUCTION
1.1 Description of the chosen Company

The purpose of my assignment is to analyse and describe the Company Paul UK Limited,  with a focus on the internal SWOT analysis.
Paul is a chain of bakery/café restaurants which started in France, founded by Charlemagne Mayot in 1889 and belongs to Groupe Holder. The Paul Bakery has been own by five generations, is a family business continuing the international expansion in 5 continents and over 45 countries.
The company is specialised in producing French products, but it also serves a full breakfast, lunch and dinner menu across their restaurants.
After the successful growth of the business, Paul went international. In 1985, Paul opened in Barcelona. In 2000, Paul arrived in the UK opening in Covent Garden. 
Paul is still a family-owned and is managed by the fifth generation of the Holder Family.
The company operates in the retail sector with almost 450 Paul bakery/café franchises (326 in France and 127 in more than 45 other countries) (Paul UK, 2020)
However, in my assignment, I will concentrate on analysing the company located in the UK.
In London, the company is counting 37 shops, mainly located in Central London.
Paul Bakery has made rapid inroads into the UK market. As a retailer, it recognises that its success depends on the delivery of excellent customer experience.
Paul UK Limited has a decentralised structure. Each shop is a profit centre, and the shop manager has the responsibility to deliver a certain level of income and to manage the staff and other costs within the shop. 
According to Bogardus (2004), a decentralised structure assigns the power and authority throughout the organisation so that decisions are made at or very near the level closest to where the work is being done.
Every Paul shop operates with several employees who report to the supervisor and shop manager. On this broader span of control, every shop employee is well-qualified and experienced. Their work process is clearly defined and is designed with built-in checks and balances.
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FIGURE 1: Paul decentralised structure


Besides to delight their customers, the company focus is also on the employees,  trained to work as a team. The company considers that teamwork is crucially essential, and requests multi-discipline and multi-level working to clear up issues and to encounter customers' needs.
The Paul strategy begins and ends with people. With Paul, an involved leadership guides people to improve their ability continuously, to meet expectations of high quality, low cost, and on-time delivery.


2. Analysis of the Company
2.1 Paul U.K Limited goals, mission and values

According to Bogardus (2004), in most organisations, the operating strategy consists of the following five essential elements: Vision statement, Mission statement, Values, Strategic goals and Tactical goals or objectives.
The company mission is to find new ways to grow and to invest in employees, to be present, and to connect with transparency, dignity and respect to satisfy the customer experience and to build their trust.
[bookmark: _Hlk35191880]The Paul company mission, according to its website, is linked with the customer experience and product quality. Maison de Qualité fondeé en 1889. (Paul U.K, 2020).
Paul core values, written like philosophy, are Passion for bread, Quality at heart, French tradition and Family-owned company.
Paul company values are based around BREAD. Believe in honesty, Respect for each other, Experience for customers, Attitude for success, Development for people.
The focus of every Paul shop is to make a great first impression and to leave all customers a worm last positive impression. These are two of the five steps of service in Paul.
The main goals of  Paul Company are to be a market leader and to grow in the marketplace. Their focus is also to be profitable and to operate at their best level. The company aims to invest in their people, to be professional and honest in the business dealings and last, but not least, to delight their customers.


2.2 Customer expectations in terms of goods and services  

Customer expectations comprise any set of behaviours that clients anticipate when interacting with a company. 
Customer expectations had changed over time from basics such as quality service and good value for money to modern customers. They have now higher expectations, proactive service, personalised interactions and connected experiences across channels.
Products and services are designed to fulfil customer needs and meet customer expectations, also to deliver high-quality satisfaction.
Parasuraman et al. (1991), stated that “understanding customer expectations would achieve business goals during service experiences delivery. Although service providers need to realise what customers want, it is still difficult for them to understand customers' desirable needs”.
According to Parasuraman et al. (1985, 1988), regarding the difference between clients expectations and clients perceptions, customer satisfaction is high when the gap between these two is small.
In the process to fulfil the customer expectations, Paul UK company is trying to adopt an appropriate strategy to respond to the external variations of dynamic environments, to deliver at all times an excellent and proactive service and experiences. 
To maintain the existing customers and to attract new ones, Paul has launched a brand original payment and loyalty app. It is a great tool to build loyalty with the customers, and create customer retention, key for the future of the business.
Another method for the Paul company to understand customer expectations is an online questionnaire designed for the customers. The FeedItBack platform is an essential tool for Paul, as they need to know what their customers like so that they can do more of those things, or what they have not done so well so that they can change and improve.
The feedback from the customers contains four main areas that the company assess using Empathica feedback from their customers. Those four areas are about Overall satisfaction, Value for money, Likelihood to return, and Likelihood to recommend.
Delivering excellent service experiences to their customers is crucial for the company who aims to design proper lessons. 
Paul company has high capability and resource levels to serve customers and raise customer expectations to increase its competitiveness. 


2.3 SWOT Analysis

 According to Bogardus (2004), a SWOT analysis looks at the strengths, weaknesses, opportunities, and threats facing an organisation. 
Mullins (2005), has also referred to the SWOT analysis, which provides convenient headings under which to study an organisation in its environmental setting and may offer a basis for decision-making and problem-solving. Although SWOT can offer several potential advantages for helping to evaluate corporate performance.

The SWOT analysis for Paul U.K Limited

STRENGTHS
Paul company has strong brand recognition across several foreign markets. Paul customers recognise them as a brand who can offer the right quality products, and they know their expectations in terms of the products and services provided from each shop, no matter where in the world they are located. This is different from a local bakery, whose standards, prices and products could differ vastly from shop to shop.
The focused marketing campaign that the company runs has goals and strategies to create an immediate impact on the market and its participants.
Every Paul shop offers as well online services and drive-through service. This is a very innovative idea, very common in fast-food restaurants, but not so popular in bakery shops.
Paul company takes a new approach to food waste, and it is involved in many charitable actions such as Felix Project who help rescue good, surplus food that cannot be sold and would otherwise go to waste.
Too Good To Go app helps prevent food from going to landfill. The extended partnership offers freshly made sandwiches, viennoiserie and patisserie to customers at the end of service for a reduced price.

WEAKNESSES
One of the Paul company weaknesses is that it goes against the traditional French culture of local bakery shops within the community. This means there had been some opposition to the brand, as several French customers had not accepted it. This being said, the company operates in more than 45 countries worldwide, and this issue may not be something they face elsewhere.
Another weakness for the company could be the fact that their products are baked in the shop, but produced in different factories. It differs even more from the traditional French bakery—however, this increase in productivity, which keeps prices low and high-quality products.
One further weakness for the company could be their mix of traditional and modern business propositions. Paul is a traditional French bakery who have not changed their shops' layout since 1993; however, they have introduced modern ideas such as the drive-through service. While this is essential for the 21st-century market, it could also be seen as a weakness as it separates them from the traditional French bakery idea.

OPPORTUNITIES
Looking forward, a lot of opportunities are available for the company to increase sales and expand in the market. The modern customer often expects the availability to order online, so the company focuses more on these aspects and uses several ways to promote its online service. The focus on the online service improves the augmented products that the company offers, by increasing the convenience of the services, brand awareness and brand loyalty. 
Once the company expanded globally, the possibility to attract more investors has increased. More investors can lead to an increase in revenue, allowing the company to invest further in the business.
Big organisations that require food for their meetings and employees can help the company to increase sales via delivery services. 
Potential rapport with regular customers can conduct to an increase in market shares owing to customer loyalty and recommendations to prospective clients. 
Co-branding with other manufactures of food and drink presents another opportunity for the company to grow in its business.

THREATS
Paul UK has competitors in the international market. A lot of coffee shops offer similar products at smaller prices. This aspect can diminish the company's market share.
Imitation is a significant issue for the line coffee shops. The danger of imitation can lead to quite similar products and have an impact on the originality of the offers. A right marketing campaign and original strategies can help to prevent the effects of these trends.
Unforeseen issues such as the spread of Covid-19 disease can deplete the cash account and profit and presents a significant threat with a further negative impact on the business.


2.4 Employees role within the company

Employees play an essential role in the company who build different relationships: those between the company and its employees, between shop managers and team members, and between coworkers. The Paul company is focused on hiring employees following the management style and philosophy of its leaders. Paul culture celebrates diversity in its workforce, so all employees feel that they belong to the team. In the process of hiring employees, the company is focused on hiring people who have the knowledge, skills and abilities for the position. Still, they also look into people who do not have all of these requirements. For those employees who does not have experience in this field, the company offers a welcome orientation training, for at least two weeks. This training program is designed to provide extended support for new employees to ensure that they can obtain what they need to be successful in the job and the company. 
Every employee is an asset for the company and has different skills who can help the company to increase its income.
The Paul employees work together as a team to achieve the company goals. They support the organisation by delivering at all times high-quality service for the customers. The focus of the company is to make sure that all its employees perform their best level and achieve the assigned target.

2.5 Training and Development

According to Bogardus (2004), training gives employees the skills needed to be productive in their current positions, such as new-hire orientation or training on the use of new software that is installed. Development gets employees ready to take on more responsibilities within the organisation and may be achieved through academic methods, on-the-job, or by other means.
Training programs provide skills that employees need in their current job, whereas development prepares employees for additional responsibilities in a future role.
The current changes require to provide employees with training to help them perform in their careers.
The Paul company provides to its employees' many on-job training assisted by the supervisor. The company also offers access to one platform, Vidleos where they can watch several videos and answer questions to help them with a better understanding.
The new employees have one training when they start to work with the company to get more familiar with its way of working. For those who want to promote in the company and develop more skills, the shop manager can book for them some training such as time management and motivation, recruitment skills, managing performance, customer service, commerciality.
The role of every training is to identify changes in behaviour, knowledge, skills and attitudes. 
The next step after the training is the evaluation process built into development activities.
The company is focused on offering to its employees proper quality training, to build a strong team, with valuable people who can further help the company achieving its goals.


2.6 The importance of the HR Role in the company

Within Paul company, the Human Resources role is responsible for coming up with programs and services for the employees. These programs are tied to the goals of the company and assist the other departments such as IT, sales/marketing, finance/accounting, and operations in meeting their goals.
The Paul Human Resources department also perform day-to-day activities such as recruiting, training, counselling or interviewing.
Human resources department also ensures that company policies are applied throughout the company. 
Human resources professionals provide the management team with strategies and tactics designed to improve and maintain productivity.
Bogardus (2004), stated that “the human resources function could be complex. In addition to what we do, we often must wear many hats in our organisation, moving from employee advocate to management coach to compliance advisor”.

2.6.1 Skills and knowledge needed to carry out the role

Human Resources professionals need to have a set of skills and knowledge who can help them to be successful in their work. One of the essential skill for people who work in this environment is to be able to identify and resolve employee concerns.
Human resources professionals should be able to bring new employees on board, to increase the chance that they will settle happily and successfully into the new job for a long commitment.
Human Resources professionals need to have skills such as teaching, coaching, tutoring, or mentoring someone else.
To prove that they are very proficient in their work, Human Resources professionals should be able to demonstrate their abilities regarding performance management, teamwork and collaboration, customer service, project management, technological aptitude.


2.6.2 Training and development requirements

There are many professional certifications available for Human Resources practitioners. 
The certification process consists of three levels of certification: Professional in Human Resources, Senior Professional in Human Resources, and Global Professional in Human Resources.
Compensation and Benefit Certifications are other types of certification required for the Human Resources professionals, which consists of three levels such as Certified Compensation Professional, Certified Benefits Professional, and Global Remuneration Professional. (WorldatWork, 2020)
The National Association of Personnel Services (NAPS, 2020) sponsors two certifications: Certified Personnel Consultant and Certified Temporary-Staffing Specialist. 
There are many other certifications available for developing a career in the Human Resources field who provide practitioners with many benefits and can be a useful career tool.


















3. Conclusion

Paul company has its own way to do things globally. 
Years ago, people could handle how to act global and think local, but Paul company has a particular way of doing things. It operates in many countries, and it has many ways of doing the same thing, but the result is the same for every shop no matter where it is located in the world. 
The company empowers its employees and considers them the most valuable assets to help the organisation achieve its goals.
	The Paul company objective regarding equality is to provide and maintain a working environment free from discrimination, harassment, intimidation and bullying and ensure that any complaints are dealt with speedily and effectively. The company aims to create a team that works for inclusion, understanding, appreciation and acceptance. Paul company responds to changing realities with strong leadership, fair and proper management practices and persistence.
	Paul UK commitment is to develop its employees, and it has a good track record of developing people up through the business at all levels.
[bookmark: _GoBack]	The company commitment to exacting standards in everything they do as a business has been handed down for five generations. The company's' products are part of a timeless French way of life, which is sophisticated, warm and welcoming. (Paul UK, 2020)
	According to its website, customers are the beating heart of the business; their health, lifestyle and enjoyment help the company to shape a better future at Paul.
	The company itself broadens its perspective, looks further into the future and articulates its long-term goals to identify the behaviour and attitude needed to improve its customer focus and service.
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