Harri Gerald Dendle                                                                                                                           Page 1 of 9
Student No. 2103763                                                                                                                       3rd March 2023

[bookmark: _Hlk128776408]· The Intercultural Workplace -
BMSP5002 - Assessment 1






[image: Domino's - Logo images]





A comprehensive report written by
Harri Gerald Dendle (2103763)












This report is based on the fast-food pizza restaurant chain Domino’s Pizza Inc., An establishment where I have held previous employment at for a considerable amount of time. Knowledge on company operation is partially based on my own personal experience, but still heavily supplemented with research [This report will be formatted in print layout Microsoft Word .docx style]
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- Executive summary -
Welcome to the executive comprehensive report on how Domino’s Pizza respond to internal and external factors influencing company culture, context, and a wider business environment here at Domino’s Pizza Inc. As the Senior Branch Manager of Domino’s Pizza, Carmarthen, Harri Dendle has a proven track record of outstanding managerial performance and experience, Here in this report he will be providing you with a totally clear insight as to how Domino’s Pizza manage their human resources efficiently and fairly, as well as walking your through how internal and external factors impact our company culture and how we deal with it.
[image: ]In this report he will be primarily focusing on how Domino’s Pizza run their day-to-day operations, taking orders, fulfilling orders, making deliveries, and dealing with problematic occurrences. 
Secondarily, He will be critically analysing and assessing the culture and context of our organisation within our broader business environment, along with providing context when applicable.
He will also be conducting an in-depth SWOT and PESTEL analysis, along with this he will be providing brief recommendations for improvement for corporate to consider at their own discretion at the end of this report.Senior Carmarthen Branch Manager – Harri Gerald Dendle

Lastly, this report can be useful in future as an insightful case study as to how our contemporary business operates and deals with not only present-day challenges, but long-term challenges too.

Problems and solutions 
· High turnover rates, employees are leaving their contracts faster than what we would usually expect from them

· Increased cost of running the store, this includes electricity, fuel, and wages

· Cleaning tasks are often neglected and loathed by employees assigned to them, decreasing morale and general cleanliness
· Increased employee wages and more flexibility in hours

· Invest in renewable sources and electric company cars for employees to use

· Dedicated job roles for cleaning and maintain store hygiene

- Introduction -
Domino’s Pizza Inc, run a franchise chain of pizza shops across the United Kingdom, and all over the world. Being founded as a single store in the small town of Ypsilanti, Michigan by business partners and brothers, Tom Monaghan, and James Monaghan. The first location was purchased for $900, originally being called Dominick’s, the store was renamed and became the first Domino’s Pizza store, a bold first step in our companies great adventure [1]. Fast forwarding to present day and Domino’s Pizza Inc operate over 18,848 stores worldwide [2] with 1,202 of those stores situated in the United Kingdom and Northern Ireland. [3] Domino's Pizza specializes in the delivery of pizzas, sides, and beverages. It is primarily a fast-food and quick-service restaurant business that operates through both company-owned and franchised locations in various countries worldwide. The company was founded in 1960 in the United States, and it has since expanded to become one of the largest pizza delivery companies in the world. Domino's Pizza is known for its focus on innovation and technology, such as the use of its popular online ordering system, and its commitment to providing high-quality products and customer service.
[image: Domino's Pizza Online Museum | Domino's Pizza Blog]Figure 1 – Dominick’s Pizza 1960

Domino’s Pizza employ a very successful franchising system, where instead of corporate planning where to build and set up stores, most of the work is done by budding entrepreneurs who purchase the franchise package to open and operate their own stores. Because of this there is great diversity in how each store across the UK runs its daily operations. The purpose of this report will be to understand the company context for the Carmarthen branch, critically analyse the stores company culture, and provide appropriate examples of how other Domino’s Pizza chain restaurants operate and manage their human resources.
- Organisational context -
Here is where we come to the main body of this report, understanding organisational context is critical to assessing the culture and context of the organisation within the broader business environment. Understanding the organisation context in this report is essential to know how the company can improve its human resource management efficiency and effectiveness.
Our Vision Statement is simple:
 “We want to be the favourite food delivery and collection brand, with pizza at its heart.” [4]
Domino’s Pizza supply and sell quality food and speedy service to the people of Carmarthen, they’ve been in operation now since 2014, for over 9 years they have been a staple restaurant in town, capturing a huge market share in fast-food delivery. They also have many secondary aims and objectives, specifically for us these are:
The Mission [5]
· Maintaining high standards of the international chain of pizza delivery and provide the experience of an excellent product with excellent customer service.
· Exceptional People serving the best pizza in the world.
· Sell more pizza, Have more fun.
The Values [5]
· Treat people as you’d like to be treated.
· Produce the best for less.
· Measure, manage and share what’s important.
· Think big and grow.
· Incentivise what you want to change.
· Set the bar high, train, never stop learning.
· Promote from within.
· We are not ordinary, we are exceptional.
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Figure 2 – Domino’s Pizza Carmarthen





The organisational structure
Domino's Pizza in the United Kingdom has a hierarchical organizational structure. The company has a centralised structure, which means that decision-making is made at the top and then flows down to the lower levels.  [6]
At the top of the organisational structure is the Board of Directors. The Board is responsible for the overall direction and strategy of the company. They provide guidance on key issues such as financial planning, risk management, and corporate governance. 
Below the Board of Directors is the Executive Leadership Team. This team is responsible for the day-to-day operations of the company. The team includes the Chief Executive Officer, Chief Financial Officer, Chief Operating Officer, and other senior executives.
The next level down is the Regional Management Team. The Regional Management Team is responsible for managing the operations of each of the company's regions. There are six regions in the United Kingdom, each with its own Regional Manager. These managers oversee the operations of the company's stores within their region, including sales, marketing, and customer service.
Below the Regional Management Team are the Store Managers. Store Managers are responsible for the day-to-day operations of the individual stores. They oversee staff, manage inventory, and ensure that the store is running efficiently. Each store typically has one Store Manager. [7]
Under the Store Managers are the Shift Managers. Shift Managers are responsible for managing the day-to-day operations of individual shifts within the store. They oversee staff, manage inventory, and ensure that the store is running efficiently during their shift.
[image: ]Finally, at the bottom of the organisational structure are the Frontline Staff. Frontline Staff are the employees who work directly with customers. They include delivery drivers, pizza makers, and customer service representatives. These employees are responsible for ensuring that customers receive the best possible experience when visiting or ordering from a Domino's Pizza store. [8]Figure 3 – Domino’s Pizza Organisation chart

In summary, the organisational structure of Domino's Pizza in the United Kingdom is hierarchical, with decision-making flowing from the Board of Directors down to the Frontline Staff. The structure is centralized, with a focus on efficiency and delivering a high-quality customer experience. [1] 
- Organisational Culture – 
To understand the company culture at Domino’s Pizza it is essential to first define what is meant by organisational culture, Achievers.com defines organisational culture as “The collection of values, expectations, and practices that guide and inform the actions of all team members.” [9]
Charles Handy’s theory of organisational culture is relevant and useful here. Handy asserts that there are four types of culture in an organisation: 
Power                 Role     
Task                  Person






Power culture
Power cultures are centralised and often controlled by a single individual or group. Decisions are made quickly and decisively, and there is a focus on achieving results.
Role culture
Role cultures are bureaucratic and hierarchical, with clearly defined job roles and responsibilities. Rules and procedures are followed rigorously, and there is an emphasis on stability and predictability.
Task culture
Task cultures are project-focused and oriented towards achieving specific goals. They tend to be flexible and adaptable, with team members coming together to collaborate on specific tasks or projects.
Person culture
Person cultures are characterized by individualism, with employees being self-directed and empowered to pursue their own goals and interests. There is a focus on personal development and self-expression. [10]

How Domino’s Pizza demonstrate these four pillars
Domino's Pizza is a centralised organisation with a strong focus on achieving results. The company has a clearly defined hierarchy, with decisions being made at the top and then implemented throughout the organisation. This is particularly evident in the company's emphasis on speedy delivery times, which requires a high degree of coordination and control. [11]
Domino's Pizza also incorporate elements of a role culture, with clear job roles and responsibilities for employees. The company has well-established procedures for making and delivering pizzas, which are followed closely to ensure consistency and quality.
Domino's Pizza have a strong task culture, particularly in its focus on achieving specific goals. For example, the company has set a goal of opening 25,000 stores worldwide and has a plan to achieve this by focusing on international expansion and franchising. [4]
Finally, Domino's Pizza have elements of a person culture, particularly in its focus on employee empowerment and development. The company offers extensive training and development opportunities for its employees and encourages them to take ownership of their work and pursue their own interests and goals. Additionally, the company has a strong commitment to corporate social responsibility, which reflects a broader focus on values and individualism. [12]
Flexibility and Agility
As previously stated, Domino’s Pizza are interested in employee empowerment, which is why Domino’s Pizza management offer generous and dynamic part time working contracts, Their flexibility benefits their employees, and their industry leading agility benefits them as a corporation. Domino’s Pizza can “renew themselves, adapt to market forces and change quickly to succeed in a rapidly changing, ambiguous and turbulent environment” [13]
Domino’s Pizza have a history of rapidly innovating to meet changing customer demands. For example, they were an early adopter of online ordering and delivery tracking systems, which have helped them to stay ahead of competitors and provide a better customer experience.
Domino’s Pizza also take a vested interest in fostering a collaborative culture that encourages employees to work together to solve problems and improve processes. This is particularly evident in the company's use of cross-functional teams to tackle specific projects, such as developing new menu items or improving delivery times.






Cont.

Corporate Social Responsibility
Domino's Pizza is committed to corporate social responsibility and has taken several steps to address social and environmental issues. Here are a few examples of how Domino’s Pizza employs CSR: [14]
Domino’s Pizza values its employees and offers a range of benefits and programs to support their wellbeing. The company provides extensive training and development opportunities, as well as health and wellness programs along with flexible work arrangements. Domino’s Pizza is actively involved in the communities in which they operate, supporting local charities and organisations through donations and volunteer work. The company also offers fundraising opportunities for schools and other non-profit organisations through its "Dough Raising" program. Domino’s Pizza has implemented several initiatives to reduce waste, including using compostable pizza boxes and reducing the amount of packaging materials used in its delivery operations. The company has also set a goal of achieving zero waste in all its company-owned stores by 2025. 
Overall, Dominos Pizza's CSR efforts demonstrate the company's commitment to making a positive impact on society and the environment. [15]
[image: ]

Figure 4 – Domino’s Pizza Raising Dough event at Teenage Cancer Trust


- SWOT Analysis -
A SWOT analysis is a strategic planning tool used to assess the strengths, weaknesses, opportunities, and threats of a business, organization, or project; Applying it here to the Carmarthen branch of Domino’s Pizza [16] The acronym "SWOT" stands for:

· Strengths: Internal positive attributes of the organization that are helpful in achieving its objectives.
W
S

· Weaknesses: Internal negative attributes that hinder the organization's ability to achieve its objectives.

· Opportunities: External factors that can be exploited by the organization to achieve its objectives.
T
O

· Threats: External factors that could negatively affect the organization's ability to achieve its objectives.

Strengths
The Carmarthen branch operate a very healthy and strong business with great customer loyalty and high sales figures. They have a dedicated team of cooks and drivers who always show up to work ready to please their customer base, furthermore they have great brand recognition, being a global brand, they dominate the pizza delivery market in the Carmarthen area, they provide better service than any of their local competition, hence why they receive so many orders every day of the week, all year round.
Weaknesses
Every business has its weaknesses and vulnerabilities, here the main weakness would be the dependence on franchisees, with a larger corporate entity looming over the store, it is near impossible to make big changes in management approaches or menu adaptations. Every aspect of marketing is dictated by higher authorities at the top leaving them vulnerable to local market changes, and while they do their best to accommodate as many customer requirements as they can, they just can’t be open to everyone as they cannot change menu’s or what services are offered. 


Opportunities
It’s not all bad however, there are still many opportunities that Domino’s Pizza can employ, having more investment capital to get ahead of competitors would be the primary opportunity, as covered in the corporate social responsibility section, Domino’s Pizza already employ many tactics to make their business more appealing to ethical consumers. By making a jump to totally electrify their fleet or stores they can make up for their carbon footprints
Threats
The only threats to the organisation would be competition, they aren’t just competing with other fast food pizza stores in the area, but also store brand frozen pizzas which can offer a much cheaper experience at a similar quality, the high turnover rate also often leads to trouble fulfilling orders at peak demand, usually on Friday and Saturday nights, they sometimes struggle to find enough drivers to make their deliveries at rush hour. [17]



















- PESTEL Analysis -
Now we move on to the PESTEL Analysis section of this report, a PESTEL analysis is very similar to a SWOT analysis, except whereas a SWOT analysis is designed to examine a company’s internal environment, The PESTEL analysis is designed to examine a company’s external environment
The acronym "PESTEL" stands for: [18]E

· Political: Government policies and regulations can affect Domino's Pizza's operations, particularly in areas such as food safety, labour laws, and taxes.
L
E
T
S
P

· Economic: Economic factors such as inflation, exchange rates, and consumer spending can also affect Domino's Pizza's business.

· Social: Social factors such as changing consumer preferences and lifestyles can impact the demand for Domino's Pizza's products.

· Technological: Technology plays a significant role in Domino's Pizza's operations, particularly in areas such as online ordering and delivery tracking. The company must continue to invest in technology to remain competitive and meet changing customer demands.

· Environmental: Environmental factors such as climate change and sustainability concerns are becoming increasingly important for consumers, and Domino's Pizza must take steps to address these issues. This includes the sourcing of ingredients from sustainable and ethical sources and targeted reduction of waste.

· Legal: Legal factors such as regulations around food labelling and advertising can impact Domino's Pizza's operations. The company must comply with local and national laws.







- Human Resources -
The internal and external environment can have a significant impact on the HR strategy at Domino's Pizza. Here are a few examples: 
Internal Environment
The structure of the organization can impact HR strategy, including how HR is organised and the roles and responsibilities of HR staff. For example, a decentralised HR structure may lead to more flexibility and autonomy for individual stores, while a centralized structure may lead to more consistency and standardization. [19]
The culture and values of the organisation can impact HR strategy, including how employees are recruited, trained, and managed. For example, if the organisation values innovation and creativity, HR may focus on hiring and training employees who are comfortable with ambiguity and risk-taking.
Employee turnover greatly impacts HR strategy, through how employees are recruited, retained, and developed. High turnover rates may lead to a greater focus on employee engagement and retention initiatives, such as training and development opportunities and performance-based rewards.
External Environment
The labour market can impact HR strategy, including how employees are recruited and compensated. For example, in a tight labour market, HR may need to offer higher salaries and benefits to attract and retain talent.
Laws and regulations can impact HR strategy, including how employees are classified, compensated, and trained. For example, changes to employment laws may require HR to update policies and procedures to ensure compliance.
Technology can impact HR strategy, including how employees are recruited, trained, and managed. For example, HR may use technology to streamline recruitment processes, track employee performance, and offer online training and development programs.
Overall, the internal and external environment can have a significant impact on HR strategy at Domino's Pizza. By staying aware of these factors and adapting HR strategies accordingly, the company can ensure that it attracts and retains top talent, supports employee development, and drives business success. [19]






Peter Drucker’s Management By Objectives
“Peter Drucker was a world-famous management consultant whose visionary management theories form the bedrock on which corporate America was built.” [20]
Decentralising management can benefit Domino's Pizza by improving decision-making, customer service, employee engagement, and innovation. By empowering employees and giving them more responsibility, the company can create a more agile and responsive organisation that is better equipped to compete in a rapidly changing market.
- Conclusion -
In conclusion, Domino’s Pizza has a rich organisational culture with a streamlined and efficient organisational structure, from humble beginnings back in Michigan to global an enterprise, Domino’s Pizza have successfully built an empire through their understanding of how to improve and foster a positive organisational culture. Domino’s Pizza still has a great deal of work that they can do to perfect their organisational approaches to solidify their hold on the fast-food pizza restaurant market. Thank you for reading my comprehensive report.
- Recommendations -
There are several recommendations that would provide benefit to Domino’s Pizza in this report, first and foremost would be for the company to start increasing real wages for employee drivers who use their own personal cars to ensure an increase in efficiency and delivery speed, Domino’s Pizza can give employees a great sense of autonomy this way, with the benefit of increasing work satisfaction further extenuating employee retention, remediating their poor employee turnover rates.
Another recommendation that would benefit Domino’s Pizza could be to invest a significant portion of their gross profit to get ahead of the curve on adopting sustainable business or circular economic methods of operation.
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Appendices
VUCA is also a viable managerial model of reflection and action planning which helps identify risks by anticipating problems
Additional theorists cited to during research
Geert Hofstede, Lindeman Schroeder, Edgar Schein, Simon Sinek
Further store management testimony from Eric Sweeten https://qr.ae/prZaau
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