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[bookmark: _Toc524357940]Executive Summary.
Including in the report is the Background information to Primark. It will elaborate on the change process of Primark's click and collect feature on Primark's website. It will include a full SWOT and PESTLE Analysis. It will examine the culture of Primark's change process and identify how change agents have helped. A critical review of change management models and theories have affected the change. It will include a conclusion and a recommendation chart. The recommendations chart will assist Primark on what they need to do to see results.


























1.0 [bookmark: _Toc1561538948]Introduction.
This report is to investigate Primark's change process the new click and collect feature. The report includes the background information on Primark and the change they have implemented. The reasons for change that is the new website with a click and collect feature, the report will highlight the strength within a SWOT analysis, it will highlight the technological and environmental sectors of a full pestle analysis. the full SWOT and PESTLE analysis will be continued in the appendices. It will highlight the culture of Primark and influences of the change processes. It will discuss how change agents have influenced the change processes. There will be a critical discussion on the change management theories. There is a conclusion Aswell as a recommendation chart. And a reference list






















[bookmark: _Toc796910133]1.1 Background of Primark.
In 1969, Arthur Ryan opened Penney's, a store in Dublin's Mary Street that is now known as Primark. Since 2008, Primark has expanded internationally and more than doubled its revenues. The largest expansion for Primark occurred between 2016 and 2017, when 30 new stores opened, including several in the United States. Over the last eleven years, the retailer has had strong profit results, making Associated British Foods its most profitable division. However, Covid restrictions made Primark's profits drop, decreasing to 320 million pounds in 2021, which doubled in 2022, reaching 756 million.
British consumers ranked Primark as one of the top clothing brands and Primark opened 408 stores worldwide in 2022. Primark has outlets throughout the UK, across mainland Europe, and US. Primark are extending in Central and Eastern Europe. With more than 400 locations in 14 countries, they anticipate room for growth in all their locations and anticipate having 530 locations by the end of 2026. They promise to reduce carbon emissions in half throughout their whole supply chain, and guarantee that their clothing will be manufactured from recycled and more responsibly sourced materials and pursue a reasonable wage for production chain employees. Customers can purchase more sustainable clothing at Primark by searching for the blue heart on the Primark Cares label, which appears on over 25% of their items currently (O'Corroll, 2022).
Primark, which has 11.9 million clients, is in second position after Asda in the inexpensive clothing sector with a 13.5 percent market share. According to Associated British Foods (ABF), individuals were still planning their trips despite the problem with the cost of living. The company expects group sales to increase by 20% for the first half of March when compared with the same period last year, with Primark revenues increasing by 19%, according to a trading statement on Monday. The company now expects its yearly profits to be like those from the prior year. Prior to this, Primark had anticipated lower prices because it believed that customers with lower incomes may have an adverse effect on their business (Jolly, 2023).
In 2022, Primark opened 25 locations in the UK for a Click & Collect trial where shoppers could order items from a wider selection online and collect them in-store (Corporate Primark , 2022).













[bookmark: _Toc1481327400]Reason for Change
Customers were dissatisfied during the pandemic that they were unable to purchase Primark products because stores were closed. The primary driver for Primark's operational change was customer pressure to go online after the country was hit by covid-19, which resulted in a loss of up to 8 million pounds. This is what prompted them to make the operational change. Coronavirus lockdowns cost Primark £800 million, and the clothing retailer expects profits to fall by two-thirds this year. Primark's revenues fell 75% between March and June, to £582 million. Covid demonstrated the dangers of owning a store-only business, according to retail analyst Catherine Shuttleworth. Primark made the decision to perform a trial period for the online click and collect service in 2022. According to George Weston, chief executive of Primark's holding company ABS, the trial is not part of a larger plan to allow all the company's products to be sold online. The High Street retailer stated that 2,000 items will be offered in a trial run out of 25 stores in the northwest of England in 2022 (Nanji, 2022). 
[bookmark: _Toc1977954890]1.2 SWOT Analysis.
[bookmark: _Toc1784840141]Strength.
 With merchandise from all around the world, Primark's supply chain and business strategy are centred on a highly effective sourcing approach that attempts to deliver goods from initial design concept onto shelves in as little as six weeks. Customers stay satisfied with Primark's value-oriented position. Its supply network has been a major benefit in helping it find affordable, stylish apparel. Despite a reported surge of 37.6% to £7,697 million, Primark sales have since returned to pre-pandemic levels. Although footfall increased after the Covid-related limitations were lifted, operating earnings also increased significantly. Sales and profitability have decreased over the preceding two years due to trading restrictions and store closures, The click and collect feature's improved IT system was the main driver behind online shopping, according to primark, which without it wouldn't have generated significant revenues and a higher customer satisfaction rate (Retail Week, 2022). 
Primark has a click and collect option online; however, they do not provide home deliveries. Several critics have argued that this may be beneficial because Primark will save money on return costs. A solid returns policy can draw customers and boost sales, while excessive return rates can eliminate a retailer's earnings. The average return rate is 8% for in-person purchases, while it is closer to 25% for online purchases, and it can reach as high as 70% in the fashion industry. According to a recent study by the UK's online retail organisation, IMRG, 31% of businesses believed that handling online returns had a significant impact on revenues. 33 percent of respondents said they had raised prices to compensate return expenses. Brexit would require Primark to consider whether to set up two separate returns distribution stores in Ireland and the UK if it were to launch an online store. All returns being processed through one warehouse would result in more documentation about export categories and higher transaction costs. However, in the end, both methods would be pricey and challenging because of import/export and VAT laws (Jack & Feri, 2021).
According to Primark, a trial of the click and collect website will give customers who live near a smaller Primark store access to a much wider range of items. The trial will allow Primark to offer more fashion, licence, and lifestyle products to more customers more frequently. Because of this Primark sales increased by 81% in the three months through to the end of May compared to the same period last year. Because most Primark retailers were closed until the middle of April due to lockdown restrictions. Online accounted for a record high 36.8% of all retail sales at its peak in February last year, and Primark's online shopping rivals Asos and Boohoo reported record sales. Although this has decreased as stores have reopened, reaching 26.6% in December, online remains a larger portion of retail sales than it was prior to the pandemic (Rozario, 2022).
[bookmark: _Toc887706080]1.3 PESLTE Analysis.
[bookmark: _Toc2083574555]Technological.
The Change Primark undertook is Operational change. In March 2022 Primark entered the online market and introduced their website allowing customers to purchase their products online Wich includes a click and collect feature. Even though their revenue from their stores is their primary source of income, Primark believes that this will give customers access to virtually real-time information on product availability in-store and allow them to collect customer data. Although they believe this will increase their products and customer satisfaction, Justin Biddle who is a senior manager at Shopware believes that Primark's decision to launch an online store last year was bold, especially given how long it had avoided online shopping, As a result, its new click-and-collect service may be overly ambitious. Primark lacks key technology experience, that could burden the company if it does not deliver, particularly given its competitors' speed and efficiency. Furthermore, the complete redesign of store processes, as well as the additional time required to retrain store employees, could cause significant disruption throughout its store network" (Primark, 2020).
[bookmark: _Toc2095063330]Environmental. 
According to Ethical Consumer Regarding environmental reporting, Primark obtained the lowest rating conceivable. It had some good ideas, but frequently lacked the specifics required to support its assertions. Primark appeared aware of the major ways in which it affected the environment, including chemical management, sustainable cotton, energy efficiency, transportation, and GHG emissions. To address these challenges, it lacked any quantifiable or time-bound environmental reduction targets. The "Primark Sustainable Cotton Programme" was being developed by the company in collaboration with Cotton21Connect and the Self-Employed Women's Association (SEWA), according to the "Sourcing Raw Materials" section of the Primark website. It stated that this initiative enabled farmers use less water and chemicals and that it trained female farmers in "sustainable farming ways to boost their revenue." Nevertheless, it didn't define what "sustainable farming methods" entailed (Ethical Consumer, 2021).
Primark's online products are all made from recycled sustainable materials. Primark has uncovered a far-reaching sustainability strategy aimed at reducing clothing waste, halving carbon emissions throughout its supply chain, and improving the lives of those who make Primark products. With the assistance of the new strategy, all consumers will be able to make more environmentally friendly purchasing decisions by the international fashion retailer changing how its clothes are made without raising their already competitive prices. This initiative aims to make all their clothing from recycled materials. To ensure that its clothing can be recycled at the end of its usefulness and help reduce clothing waste, Primark will adjust its design process. Additionally, it is dedicated to making its clothes more durable so that it can be cherished and worn for a longer period. To this end, it is collaborating with WRAP, a UK charity devoted to expediting the fashion industry's transition to circularity, to develop new industry standards for durability. The new approach advances the work Primark has done over the previous ten years. It includes information from industry specialists and covers both Primark's internal operations and its worldwide supply chain. The plan builds on the promises the company has already made by joining on to significant industry initiatives. To guide its transition to circularity, the company also partners with the Ellen MacArthur Foundation, which includes making all its clothing recyclable by design. In addition to altering how its clothing is created, Primark will collaborate with its suppliers to reduce carbon emissions by 50% along the entire value chain, aiding in industry-level change. Also, it will eliminate all single-use plastics within its own operations, adding to the more than 500 million items previously eliminated Primark forbids the use of Triclosan and Phthalates and was noted by Greenpeace as being in "Evolution" mode. It also signed the ZDHC.  (Cares, 2021).

 







[bookmark: _Toc2065749900]1.4 Culture of Primark and the influences of the change process.

[bookmark: _Int_SIuuPMx7]Primark wanted to make the online website to ensure that their customers could quickly pick up products in store Aswell as their employees managing ques in store. For the change in Primark's website, it came with a question of doubt, however Primark wanted their customers Aswell as their employees to be happy, Primark's cultural diversity includes people from 180 different countries. Primark's perspectives are as diverse as their customer base. Primark take pride in uniqueness and promote it in marketing. Primark's Models often include Kelly Knox, who was born without a left arm, Leo Jonah, who has albinism, and a boy with epilepsy. Primark's models are only a minor fraction of their inclusive efforts; they also collaborated with Stonewall to launch a Pride collection. Primark donated 20% of Pride sales revenue to Stonewall as part of the partnership. This method to diversity and equality extends to their hiring process as well; Primark is completely dedicated to assisting individuals with disabilities in applying for open positions. Primark claims that they are looking for individuals with specialised knowledge, a curious mindset, a sense of humour, and a variety of perspectives since they feel that their team members are the heart of the company. together with the other 75,000 of talented and creative employees. Primark asserts that without individuals like these, it would not have 390 stores in 12 nations. Its employees may help make Primark better, bigger, and even more spectacular for customers by sharing their own viewpoints and beliefs and assisting in the direction of the company's strategy. They hope that all their co-workers, as well as their partners, suppliers, and stakeholders, will share their commitment to inclusivity. At Primark, everyone is encouraged to be inclusive (Primark, 2020).
The Four Varieties of Culture were created by Charles Handy, a management consultant and professor at the London Business School, and they were published in his 1978 book "Gods of Management." Four different management philosophies, each with its own values, are described by Handy's theory. These standards and principles develop a culture within the company over time. Power culture focuses on a centralised culture where the main decision-makers are prioritised. Small firms where the founder controls can experience this; when an industry expands and cannot be run from the centre, it may experience stress (AQA, 2023).
Power culture is employed by Primark. The shareholders alone, and no other third party, own and control all the company's operations and shares. They typically succeed when they establish new groups with a lot of independence, while they usually maintain financial management. It is challenging to link several activities and maintain management. Primark is a limited liability corporation with operations in Nine different countries. The shares of Primark are obtained by a private arrangement that is only between the seller and the purchaser. Due to Primark's democratic structure, the disclosure requirement is less stringent because the company only shares information with its members. The larger societal influences have a significant impact on Primark. When compared to other apparel retailers like H&M and Next, its product's quality and standard are lower, which affects the market. The company's stockholders oversee all the financial, legal, production, human resource, and operational functions. The limited range of control causes slower productivity. The prolonged communication procedure renders the business ineffective and less responsive. Power culture is used by Primark. The shareholders alone, and no other third party, own and control all the company's operations and shares. It is difficult to link too many activities and maintain control; they typically succeed when they establish new groups with a great deal of independence, Primark employs the tall structure business model. The corporation has numerous layers of departments and must pass through various sectors before obtaining information, thus the communication system in this sort of structural structure is rather bad. The power culture is also very complex (Retail Week, 2022). 
The power culture does have some drawbacks, however. For example, dialogue is restricted, and reputation is determined by employment level rather than life experience. departmental competition, the level of competitiveness increases as the incentives for each promotion increases. It is simple for departmental objectives to take priority over corporate aims. The culture of the twenty-first century does not support rigidity in the workplace. Lack of consideration for the personal schedules (commutes, children, illness) of employees creates distrust and discourages.
It can be exceedingly risky for business to stay stationary in a fast-paced environment when competition and options are growing daily. The several levels of upper management may result in higher organisational costs for a corporation. Financial incentives should be distributed among the lowest-paid employees to keep these costs low (CIN, 2020).














[bookmark: _Toc275829385]1.5 how change agents helped the change process on an international and external Baisis.
Ecommerce is trying to get Primark to benefit from the online trend. however, the digitalization of the consumer journey extends beyond online sales, and additional digital technologies also hold the promise of having an important effect on the industry. There is still room for Primark to use technology in other areas, even though consumers are less interested in experiential shopping and smart technologies. The lines seen in June indicate that there is still demand for Primark's low-cost business strategy, especially from consumers who are on a limited budget because of the epidemic. Although Primark is unmistakably attempting to stand out and establish its position by focusing even more on what it does well, the approach is fatalistic. Critics claim that if Primark doesn't provide its products online, they risk going out of business in the next ten years. Businesses from every sector have gone to the internet, and consumer behaviour has completely altered. Primark's reliance on the notion that high street footfall would return to its pre-pandemic levels is simply unnecessary and risky. Primark, on the other hand, claims that it will never deliver its products for home deliveries, nonetheless, e-commence believes that they can negotiate with Primark's next step in going online by creating a website for click and collect. According to Matt Houston, group head of digital and strategy, this launch marks a significant turning point for Primark's use of digital to engage with its stores. Primark is aware that several consumers increasingly explore a significant portion of their clothing purchases online. By improving their digital strategy and making sure that what they have to offer is more apparent online, Primark sees a major opportunity to increase customer traffic and revenue into their stores. The website offers them an opportunity to attract new customers who may not currently be visiting the stores by luring customers in with the products and deals that Primark has to offer. According to Primark's CIO, Andrew Brothers, the company's new website is a service that customers have been requesting for a while, however Primark has been holding off on launching it. Even so, this is the chance to take the time to comprehend how digital technology might improve the company. To provide clients with the greatest possible user experience, the new website is supported by a cutting-edge and adaptable technical design. Its launch was supported by an impressive team, which has been strengthened over the past six to twelve months by the recruitment of some incredible talent into the newly Digital and Digitech roles, which are still expanding. This laid the groundwork for providing its customers with a digital experience that is always improving for the future. EPAM Systems has been the main design and technology partner for the creation of the new website, working alongside the internal Primark team. Innovative sales software pieces from a variety of online solution specialists, particularly Bloom reach, Amplience, commerce tools, Microsoft, and Salesforce, have been utilised to build the new website. This modular strategy has facilitated the new website's quick construction and given Primark a platform to extend its digital skills in the future. Currently serving as the primary digital marketing firm is Publicis Groupe (MacRae, 2022).
Primark has an extremely creative, interesting, and effective website despite not having any online sales capabilities. Everything on Primark.com increases brand awareness and encourages customers to visit the store. The website comprises a magazine-style features area where the newest styles and Primark product lines are discussed, a retail feature showing pictures and costs for every item carried although there is no way to make a purchase, another section called "Primania," store search feature, and finally a large segment on the retailer's ethical standard. Primark's own social networking platform is virtually replicated in the "Primania" section. Shoppers are urged to upload pictures of themselves wearing Primark clothing so that other users can comment on the looks they like with 'Primark's clothing. This is incredibly effective because it gives customers a fun and simple method to promote the Primark brand. Members of Primania must also identify the retailer from which they purchased a specific outfit, which aims to draw customers to return to the shop. Opportunities and prompts to share photographs on Facebook, Twitter, Pinterest, Instagram, and Google+ are scattered across the website, helping Primark spread its merchandise among its allegedly 12M+ social media followers. The product variety at Primark is another area where it excels. Although Primark items were not known for their high quality or durability, they do appear to understand what customers desire. For instance, current designs from Disney, Harry Potter, and Friends in the fashion, kids, home, and beauty categories have sparked a social media frenzy among customers eager to get their hands on (and subsequently flaunt) products. Knowing what Primark customers want and being capable of rapidly place it into stores brings benefits because it frequently mimics rather more expensive products offered by the other brands in a way that is both economical and desirable. Questions concerning the origins of their goods and the morality of how clothing is created have shadowed Primark over decades. Due to its low costs, Primark has been the target of allegations of child labour, sweatshops, and inadequate pay for factory workers that make the retailer's products. Instead of avoiding allegations, they have chosen to confront them head-on by creating a special part of their website outlining the safeguards they have implemented to safeguard workers throughout their production process. This is a fantastic approach to demonstrate how Primark's ethical code is in accordance with those of its customers, demonstrating to them their concern and enhancing their reputation as the preferred high street retailer (Phillips, 2022). 



















[bookmark: _Toc1468266450]1.6 critically review and discuss the impact change models and theories have hand on the change process. 
[bookmark: _Toc1477465636]1.a change management Lewins change model.
The foundation of contemporary change management is Lewin's change model, which focuses on changed behaviour, or how people accept, embrace, and implement change. Kurt Lewin's Three Stage Model of Change, which was the original, is still used in many ITSM frameworks today. Lewin's paradigm, though first well-liked, is now criticised as being overly straightforward and abstract to effectively manage change. The three-step paradigm only offers a little amount of practical advice in the fast-moving, complicated, and dynamic enterprise IT landscape of today. Lewin describes human behaviour as a quasi-stationary equilibrium state with respect to change. Because of the impact the pandemic had on its business, Primark had to alter the website. This attitude, which is a mental and physical capacity that can almost certainly be attained, it is originally set up to allow the mind to develop without ever truly achieving that capacity. Customers discovered other websites with pricing that were equally affordable to theirs when the pandemic hit Primark, for instance, which lost billions of pounds. Lewin's model has several benefits, but its simplicity and logic make it simpler to use than other change management models and require less upfront planning (Smarter, 2022).
During the "unfreeze" phase, Primark should adopt an alternate method of operation which does change how employees' daily tasks are carried out. like the click-and-collect option, Leaders of the company advise staff that adjustments will be implemented at this stage. They do this to mentally get ready for the upcoming transformation process. They start by raising awareness of how outdated business practises or behaviours impede organisational development and why a change is required. They also mention the advantages for the workers. Because they aren't ready to alter their daily habits or the way they approach their work, employees are more likely to oppose change during this time. Also, some could view it as unneeded and stressful. Nonetheless, the management of the business might create educational materials or incentives to encourage employees to accept the proposed change at this time. When many employees show acceptance of the introduced modifications and preparedness to learn the new operation method's procedures, the change process officially begins. Employees go through this stage as they attempt to adapt to the new rules or guidelines. They start to pick up new ideas and techniques. The management eases the transition at this point by enhancing the channels of communication available to staff members who need assistance or have pressing questions. The final phase, which is technically termed as freezing yet is more commonly referred to as refreezing, illustrates how the alteration is reinforced. Once Primark's employees acclimatise, the working atmosphere will return to normal at this point. The website Change establishes a new standard. The Primark's management would have confirmed the change during this time to prevent employees from becoming enticed to resume their previous behaviours. Primark can achieve this by monitoring its development to ensure that the change is successful, (this is why the trial run has been put into place), comparing planned and actual developments, and rewarding those who uphold the new status quo. Prior to detailing the adjustments to be made and what their potential benefits would be, Primark will consider the current operations and their limits by applying Lewin's first phase, the unfreeze stage. Identify the current practises and the ways that the adjustments can enhance business operations in the proposal. Primark can produce the appropriate documents and presentations for departments to better understand the suggested change. Primark have Considered the reactions of the workforce while creating new change management strategy and have emphasised the advantages of the suggested changes and how they can aid the workforce. Primark insists that they identify employees who may naturally oppose change, including them in the planning and decision-making process, and encourage employees to ask questions about the website change, Primark employers encourage this commitment to the change. During the change stage, Primark's employees receive assistance with adapting to change and going through all the associated processes while receiving support from the business. Primark will need to establish various channels of communication to improve staff accessibility to management for queries and support, as well as key performance indicators (KPI) to track how employees respond to and accept the new changes. Primark should create discussion groups so that staff members can voice their worries or concerns and receive the necessary emotional support. Examine KPIs to determine the adjustments that staff are adjusting to and those that they are having trouble with. Through an anonymous poll, ascertain the opinions of the staff regarding the adjustments. At the refreeze stage, actions are taken to make sure the modifications are kept in place throughout company activities. Implementing training programmes aimed at improving employees' knowledge and facilitating transfer and permanence might be helpful. Moreover, companies should be patient and adaptable (indeed, 2022).
Primarks culture is defined as the degree to which an organization's top leadership (management or owner) is amenable to working in either a bottom-up or top-down manner. Employees are expected to assume their own responsibilities, choose their own assignments, and make independent decisions when a bottom-up method is used. When a business adopts a wholly top-down strategy, there is hardly any power sharing, management or the owner is in total charge and the only one with the authority to make decisions. The degree of cooperation between the various departments and staff is what the term "cooperation level" refers to. Everyone works for themselves and barely needs the assistance of co-workers when there is a low level of cooperation. Primarks' culture is typical of entrepreneurial organisations, such as small start-ups where the founder or highest supervisor holds all the control. These organisations are led by charismatic leaders and have a highly flat organisational structure. Primark struggled to delegate decision-making because the company was started with a lot of passion. Employees have contributed to the establishment of the business and are fiercely devoted to it and one another. In organisations with a power culture, collaboration is crucial. Zeus culture, named after the ultimate Greek deity, is another name for power culture. The utmost power also rests with a leading figure in a power culture. There are (still) not many rules and processes because of the flat organisational structure and startup nature of the company (Editorial, 2022).
John Baston, the finance director for ABF (Primark's owner), was recently reported as declaring, "The high street is not near dead," and at LDC, we wholeheartedly concur. Primark's findings show that the British high street is evolving rather than disappearing, with constant changes. While more "conventional" merchants are struggling, notably banks, businesses like coffee shops, barbershops, and beauty salons are also on the rise. Although there are undoubtedly numerous economic, cultural, and political obstacles in the market, Primark's success shows that, contrary to popular belief, digital technology is a major potential for the high street in terms of increasing foot traffic to stores. While many "traditional" retailers are struggling to survive in the current market, it's possible that these companies were just not rapid enough or lacked the resources to stay relevant to customers as they embraced and adjusted to a new world where being on the cutting edge of technology is no longer a competitive advantage rather a required component to facilitate the sustainable development of a retailer (Phillips, 2022).


[bookmark: _Toc1862648569]Conclusion. 
Despite lacking any online sales functionality, Primark's website has proven to be inventive, engaging, and effective. Everything on the Primark website promotes the brand and entices visitors to the store. The website includes a variety of features, including a magazine-style section where Primark's products and styles are discussed, a retail section that shows pictures and prices for items and effectively transports customers to the store without them physically being there, and a section called "Primania" that focuses on the retailer's ethical standards. The "Primania" portion is a copy of Primark's own social media site. Customers who purchase Primark clothes can take photos of themselves wearing it to ensure that other customers could comment on the styles they prefer. Since it gives the customer a straightforward means of advertising the Primark name, this is highly effective. The goal of Primania is to encourage customers to return to the store by having members recognise the merchant from which they purchased a certain outfit. The website is filled with opportunities and suggestions to share photos on Facebook, Twitter, Pinterest, Instagram, and Google+, which helps Primark promote its products among its purportedly 12M+ social media followers. In addition to being excellent for clients, it has generated enormous profits without substantially altering organisational culture. Change agents confidently influenced the change because they improved the digital strategy and made sure that what they have to offer is more apparent online, this enhanced the opportunity to increase customer traffic and revenue into their stores. They conducted website in such a way that it offers them an opportunity to attract new customers who may not be visiting the stores by luring customers in with the products and deals that Primark has to offer through the updated website. Primark's culture is employed through power culture, this is through only the shareholders who own Primark's operations. Several critics believe that Primark should deliver however they are keeping their company sustainable by not doing so. They already make enough profits to keep doing what they are already doing. Lewin's three-stage change model should be implemented by Primark since it will help them make a seamless transition from one level to the next. Change leaders can better understand the change process and the progress being achieved by using this approach. It will assist Primark in moving from one stage to the next, provide them with opportunity to reflect on the successes and problems, and allow them to make necessary corrections to achieve a seamless process and sustain the change, which is the main premise of the last section of the strategy. Lewin's change model emphasizes the importance of on progressive change. Beginning with phase one, it progresses gradually to the next and ultimately the last. As opposed to abrupt change, this transformation is more gradual. These actions give change agents adequate time to carry out the change in the sense intended. Primark could benefit genuine change or transformation applying this model. According to ethical consumer Primark have scored the lowest rating for sustainability clothing using toxins and Primark forbids the use of Triclosan and Phthalates and was noted by Greenpeace as being in "Evolution" mode. It also signed the ZDHC. However, they state within their website that their cloths and materials within their products are highly sustainable, Primark should go into greater detail within this section to ensure to the customers that they are legit in what they are stating. Using handy cultural model primark is under power culture, this type of culture is based on a central power structure, which explains the reason it's frequently discovered in entrepreneurial companies. In these types of organisations, the leader tends to desire to control the business and contribute to its success, however, as the company expands, it is likely that another power will take over because one person can only go so far. The culture's centre, where choices are made and leadership is found, is crucial, as it is in many of these smaller organisations. The employees must share the leader's thought processes to function effectively. Choices in this form of organisation frequently result from influences rather than carefully considered logical processes, which is why it is so difficult for a start-up business to remain afloat. As was already mentioned, the leader plays a significant role in this sort of organisation, hence the main challenge to it is the leader. The culture encourages for quick change, largely due to the lack of employees and, therefore, fewer issues that need to change. This indicates that they can remain competitive and relevant in the market, however only if they have the right CEO. 












[bookmark: _Toc362656888]Recommendations.
	Recommendation Objective
	Measures-What action will be undertaken to resolve/improve
	Priority
High/Medium/Low
	Support & Development-
External/Internal
	Review dates
	Other comments- Eg. Was this a planning or implementation stage failure

	Include more info on the sustainability products.
	 Create a complete page illustrating where all materials come from including the labour.
	 high
	 Get supporting evidence from ZDHC
	 monthly
	 Customers will have a complete overview of whether Primark's products are 100% sustainable and come from a trusted source by knowing where materials are sourced on the website, including the lauber, with evidence from ZDHC. This will ensure that customers have trust within Primark.

	 Use Lewins change management model.
	 Using Lewins model for change will improve Primark's organisational structure for its website.
	 high
	 Support from employees
	 Every 6 weeks
	 In light of the social behaviours seen at the individual and group levels within a group, Lewin's Change Model offers an intuitive and fundamental understanding of how changes occur.

	 Apply Handys model.
	 Look at using other types of culture to employ.
	 high
	Organisational design
	 2 weeks
	Reviewing an organization's needs and wants, analysing the gap between where it is now and where it wants to be in the future, and designing organisational practises to close that gap are all parts of the process of designing an organisation. It's a basic, comprehensive, and future-oriented activity that frequently necessitates an examination of the whole company or its setting to determine what works and what doesn't. Hence, a comprehensive evaluation of all systems, structures, personnel practises, rewards, performance metrics, rules, processes, culture, and the overall environment would typically be required.
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[bookmark: _Toc1679027682]Appendices.
SWOT
[bookmark: _Toc320035946]Weakness.
Primark has previously stated that it will not sell online because the cost of staffing the operation and processing large volumes of returns would prevent it from offering low prices. "As a fast fashion retailer, they have to be very competitive on price," Patrick O'Brien, UK retail research director at GlobalData, told the BBC, he claimed, pure online competitors like Asos and Boohoo could pull it off (GlobalData UK Ltd., 2021).
[bookmark: _Toc2128290391]Opportunity.
Primark selectively uses online selling for click and collect. When customers visit their local Primark after ordering online, Primark hope their customers purchase an additional item in the store. Ms Shuttleworth stated that Primark has already been searching for the best method of entering the online market, but because they have only recently launched their online website, they must do so profitably. Shuttleworth explains that click and collect will benefit Primark's current operation because it eliminates the need for a logistics partner and allows returns to be returned directly to the store (MacRae, 2022).
[bookmark: _Toc933787174]Threats.
Although Primark made a profit after the pandemic, they lost a significant amount of money during the 2021 pandemic. Even so, they refused to deliver their products online. Despite these differences, Mr. O'Brien asserted that the business was still likely to be successful, referring to the surge in sales it had when its locations reopened after the initial lockdown. Primark, however, ran the risk of "potentially losing its customers, who are beginning to demand the opportunity to shop online," warned Richard Lim of Retail Economics. Customers that love the brand and are requesting them to make it available online are their most ardent supporters. It becomes more disruptive the longer they are offline. Their clients are growing increasingly conscious of emerging brands and shopping alternatives. Moreover, Associated British Foods owns businesses involved in agriculture and food. Company revenues fell 13% to £4.8 billion in the 16 weeks up to January(Primark, 2020).
Pestle.
[bookmark: _Toc942950214]Political.
Brexit would require Primark to consider whether to set up two separate returns distribution stores in Ireland and the UK if it were to launch an online store. All returns being processed through one warehouse would result in more documentation about export categories and higher transaction costs. However, in the end, both methods would be pricey and challenging because of import/export and VAT laws (Chapman, 2019).
[bookmark: _Toc1147526032]Economic. 
In March 2022 Primark entered the online market and introduced their website allowing customers to purchase their products online Wich includes a click and collect feature. Even though their revenue from their stores is their primary source of income, Primark believes that this will give customers access to virtually real-time information on product availability in-store and allow them to collect customer data. Their main driver for change is to generate income using the suggested online click and collect service. They believe that becoming digital will boost their profitability in the UK and the rest of Europe. They believe this will result in sales and a financial advantage for them. The advantage for Primark is that customers won't need to physically visit the store, saving them time and preventing them from wasting hours browsing the aisles (Writer, 2022).
[bookmark: _Toc913865667]Social.
 Primark selectively uses online selling for click and collect. When customers visit their local Primark after ordering online, Primark hope their customers purchase an additional item in the store. Ms Shuttleworth stated that Primark has already been searching for the best method of entering the online market, but because they have only recently launched their online website, they must do so profitably. She explains that click and collect will benefit Primark's current operation because it eliminates the need for a logistics partner and allows returns to be returned directly to the store.
Mr Weston said delivering deliveries to their customers' homes was complex, not beneficial to the environment and a "truly expensive way of fulfilling one's order". ABF recently redesigned its UK website to provide more information about in-store ranges, allowing customers to browse the entire collection and check availability before visiting stores (Simpson, 2021).
[bookmark: _Toc155627802]Legal.
With a new Oracle stock management system being implemented in its stores this year and expanding to all point-of-sale terminals by the end of 2022, according to ABF, digital is playing a bigger role in the Primark operation. In the first quarter of 2019, it will unveil a new website that will allow users to browse roughly 70% of its product line and learn more about product availability and deeper product information. About 20% of the available range is displayed on the current Primark non-transactional website. Also, the company is enhancing its digital marketing capabilities to develop relationships with customers and to gather and manage customer data (Rigby, 2022).


