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Executive summary:
This report evaluated Primark's click & collect online service, which is on trial at 25 stores in the north-west of England launched in November last year. According to the retailer, it will only cover clothing and accessories for children. The move follows an investment in upgrading its digital presence and online visibility. Despite remaining non-transactional except for the trial regions, the new trial presents products that customers expect to be able to browse online before visiting a store and has much richer product information and imagery. 
The Weston family founded Primark in Dublin, Ireland, in 1969, and it is one of the leading retailers of clothing, accessories, and footwear in the world. Having lost more than a billion dollars in sales during the pandemic when its stores had to close, the budget chain has decided to utilize the online shopping revolution to increase sales. As a result, the business model of the company has also been modified in order to survive. Adapting to a digital environment and remaining competitive in the market have been challenges for the company. By launching the online trial, management has responded to Primark's fans while maintaining the retailer's brick-and-mortar culture. 
Using Lewin's change model and secondary data sources, the report examines the strengths and weaknesses of the retailer's change management system. Generally, Primark has been proactive in the implementation of the change which provides a promising shift to a full online shopping experience. 
The recommendations are included in the conclusions of the report.
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Introduction:
The purpose of this report is to present a brief historical overview of Primark and its planned change of launching Click & collect online service for shoppers. The study will examine key internal and external factors such as culture, economic pressures, and the effects of competition.in addition, A critical evaluation will be conducted to determine whether the change has proven beneficial to the retailer or has been a hindrance. in addition, it will evaluate and refer to theoretical models and concepts related to organizational development, resistance to change, and maintaining organizational effectiveness. For the purpose of this report, a range of data sources will be utilized, including published literature, secondary researches and articles, as well as analysis, conclusions and recommendations for the reader. 

Primark History: 
As a leading retailer, Primark offers a wide range of clothing, accessories and footwear. The company was founded in 1969 by the Weston family in Dublin, Ireland. And then expanded into other countries. The retailer now has 408 stores located worldwide, it specializes in Operating in the low-cost end of the market, the company is popular with shoppers seeking the latest fashion items at modest prices. (About us,Primark)
Over the past few years, Primark has become a beloved destination for shoppers around the world seeking discounted, on-trend fashion at competitive prices. (Sales growth of the retail division of Associated British Foods worldwide from financial year 2012 to 2022, 2022) However, until December 2022, the only way to shop the brand was to visit a physical store and If customers have ever attempted to shop online for clothing from Primark, they have probably been disappointed to discover that Primark does not sell items through their website. Primark faced a lack of an online shopping option, in contrast to its competitors, H&M and Next. But finally with the launch of the click & collect service trial, it appears that consumers have been able to resolve this confusion.
Change management has been deﬁned as ‘the process of continually renewing an organization’s direction, structure, and capabilities to serve the ever-changing needs of external and internal customers’ (Moran and Brightman, 2001) 
Organizational change is divided into two categories, the first group consists of those individuals who convey the impression that the organization is operating in a fairly predictable environment, There is, however, a sense of uncertainty associated with the second group in regard to markets, demand, the ability to recruit the type of labor needed, and whether or not employment will increase or decrease in an environment in which the winds of change are short and unpredictable.(Senior and Fleming, 2006) For this reason, it is necessary to consider both external and internal factors in order to determine which category Primark Change belongs to:









SWOTT Analysis:
Strengths: Primark has a large network of stores which allows it to reach a wide range of customers. It also has a strong brand identity and a solid reputation for offering quality products at affordable prices. (Kunst, 2022) Additionally, the company has a strong online presence and a number of digital initiatives, including its mobile app, which helps to enhance customer engagement. (Statista, 2019)
Weaknesses: Primark’s online presence is still relatively limited, and the company has not yet implemented a comprehensive digital strategy. Additionally, the company’s stores are mostly located in the United Kingdom and Europe, and it is still largely dependent on these markets for revenue. (Neilan, C. (2013)
Opportunities: Primark has the potential to expand into new markets and grow its customer base. (Wilson, 2015) Additionally, the company can capitalize on its online presence by developing a comprehensive digital strategy and leveraging its mobile app to better engage customers and drive sales. 
Threats: Primark faces competition from other retailers that offer similar products at lower prices such as H&M,Walmart and Next. Additionally, the company is dependent on the economies of the United Kingdom and Europe, which could be affected by economic downturns and other factors. (Eisenberg, Paul,2019)
Trends: Primark is seeing a shift towards more digital engagement with customers, with a larger focus on leveraging its mobile app.(Statista,2019).  In addition, the company is investing in new technologies and exploring ways to expand its online presence in order to reach more customers.(Shah, 2021)
Overall, Primark is a strong retailer with a large network of stores, a strong brand identity, and an online presence. 


















PESTEL Analysis:
Political factors: As a result of the uncertainties surrounding the economic consequences of the Brexit vote, the consumer market may be adversely affected.(Inman, 2016) Primark must be aware of the changing political environment in order to capitalise on opportunities and mitigate any potential risks. For example, the introduction of trade tariffs between the US and China has had a serious impact on Primark's supply chain operations. the trade regulation in the US where import prices are higher than the prices in the UK.(Norton.R,1992) As Primark will be outsourcing their manufacturers, they will be required to pay high import rates every month, which may be an impediment to opening stores in the United States.(Norton.R,1992)
Economical factors: Companies like Primark are having to adjust to the shifting economic landscape and respond accordingly to remain competitive. With economic factors changing how consumers shop, Primark must stay ahead of the trends.(Shopify Plus. (n.d.) One of the major economic factors affecting Primark is inflation.(CPI inflation rate for clothing and footwear in the UK 1989-2023,(2023) When prices rise, consumers have less money to spend, leading to a decrease in demand for Primark’s products. Inflation affects Primark’s ability to source products at competitive prices, reducing their profit margins. Interest rates also have a significant effect on Primark. When rates are high, borrowing money to expand or upgrade stores becomes more expensive, limiting the company’s ability to grow.(Butler and Kollewe, 2022) Lower interest rates, on the other hand, can help Primark stretch their budget and acquire new resources. 
[bookmark: _Hlk133836000]Social Factors: Social factors are playing an increasingly important role in the success of companies, particularly in the retail sector. Primark is no exception. This British fashion retailer has been greatly impacted by social factors, both positively and negatively. Primark has experienced tremendous success, largely due to its ability to tap into social trends. (‌Statista,2019). This has enabled the company to be on the cutting edge of fashion, particularly with its younger customer base. Primark has also been able to capitalize on social media, leveraging the power of online networks to create buzz around its products and promotions.(yougov.co.uk, n.d.).  However, social factors can also have a negative impact on Primark. The company has faced criticism over its production standards, with some customers and organizations questioning the working and environmental conditions of the factories that produce Primark’s items. This has led to a backlash against the company, with some customers deciding to shop elsewhere.(Ethical Consumer, 2018)
Technological factors : 
Primak must take into account the rapidly changing technology landscape, which could lead to changes in the way the company operates. This includes the need to keep up with the latest developments in digital technologies, as well as changes in the way the company produces and distributes its products.

environmental factors: 
Primark has stores worldwide. Therefore, the company is highly sensitive to environmental factors. In particular, climate change is a major factor, as it can result in changes in weather patterns, This can have a direct impact on Primark’s operations, as it can affect the availability of materials, the production of their goods and the transportation of their products. (BRC, 2022) In addition, environmental regulations, such as those related to carbon emissions, can also affect Primark.(GOV.UK, 2023) The company must abide by these laws and regulations, or risk severe legal consequences. This can place a burden on the company’s resources, as they may need to invest in new technologies or processes to meet these regulations. 

Legal Factors: 
Primak is subject to a range of laws and regulations, which could have an impact on its operations. This includes health and safety regulations, as well as intellectual property laws.(PRIMARK CODE OF CONDUCT,2023) The company must also be aware of any changes in the legal environment that could affect its profitability.































The need for change: 
Change management is the process of continually renewing an organization's direction, structure, and capabilities to serve the ever-changing needs of external and internal customers.(Morgan and Brightman (2001). Primark announced the launch of click and collect service in November 2022, marking a major shift in the shopping experience after joining the e-commerce revolution. (Primark boss tells BBC why it is finally going online, 2022.) the announcement came after the retailer faced a significant financial hit as it was negatively impacted by the covid-19 pandemic.  (Simpson, 2021) All the company’s stores were closed in line with government guidelines which resulted in £1Billion drop in sales according to the annual report of 2021. (ABF, 2021) In spite of the fact that the stores were re-opened again following the pandemic, a change was necessary. 
The Pace of global, economic and technological development makes change an inevitable feature of organizational life. However, change that happens to an organization can be distinguished from change that is planned be members.(Cummings and Worley, 2019)
In addition, The global pandemic has created an unprecedented shift in consumer behaviour, with increased demand for online shopping. (Office for National Statistics, 2022) As a result, Primark has responded to the increased demand by making their products available for purchase via their online store and allowed the retailer to reach a whole new audience therefore increasing the retailer’s profit.(BBC News (2022). The trial was launched at 25 stores in the north-west of England by the end of the year, but said it would only cover children’s clothing and accessories, as the company  owned by Associated British Foods (ABF) tries to draw more families into its stores. (Primark boss tells BBC why it is finally going online, 2022)




















Kurt Lewin Force Field Analysis:
One of the earliest models of planned change was provided by Kurt Lewin. He conceived of change as modification of those forces keeping a system’s behavior stable. Specially, a particular set of behaviours at any moment in time is the result of two groups of forces: those striving to maintain the status quo and those pushing for change. (Cameron and Green, 2009). The underlying principle is that driving forces must outweigh resisting forces in any situation if change is to happen.( (Cameron and Green, 2009)
Restraining forces
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One of the main restraing forces of Primark’s online force is that the company wants to maintain its brick-and-mortar model.(Primark boss tells BBC why it is finally going online, 2022) Primark believes that customers should be able to enter the store, see and touch the products, and make their own decisions about what they buy. This is not possible with online shopping, as the customer cannot physically experience the product.(Retail Week, n.d.)Furthermore, Primark does not sell online due to the nature of the fashion industry. With clothing, it’s important for customers to be able to try on items before purchasing them. Primark's physical stores enable customers to try on items before they purchase them and ensure they are the right size before purchasing to avoid high return rates with online purchasing. (Ram, 2016)
In addition, the company focuses on offering their customers unbeatable prices. In order to accomplish this, they minimize their overhead costs by avoiding e-commerce and shipping costs. By not selling online, Primark is able to keep their prices low and offer their customers the best value for money. ((Retail Week, n.d.) Finally, Primark does not have the infrastructure in place to support an online store. The company would need to invest in technology, staff, and the necessary infrastructure to make it a success, which it is not willing to do. (Jack, L. and Frei, R. 2021). 





Kurt Lewin’s model:  Freezing, changing and Refreezing:
Kurt Lewin's change model is a three-stage process that is widely used in organizational change management. The model was developed by Kurt Lewin in the 1940s, and it is seen as the foundation of change management theory. Primark, a fast-fashion retailer, has implemented the Lewin's change model successfully.
The Lewin's change model suggests that change in an organization can be broken down into three stages: unfreezing, changing, and refreezing. The report will evaluate the Click and Collect service on the basis of this model: 
The first step involves unfreezing the current state of affairs. This means defining the current state, surfacing the driving and resisting forces and picturing a desired end state.( (Cameron and Green, 2009) This is the process of breaking down existing patterns in an organization.  This is the process of breaking down existing patterns in an organization. In Primark scenario, it has used this stage to identify current practices and processes that need to be changed or eliminated. Due to the fact that the change had been planned after Pandemic,(Simpson, 2021) it was the appropriate time to make the change. and to implement a new online platform strategy, where customers can shop and collect their items. It means that, even in the event of future uncertainty, sales would not decline. This process has allowed Primark to identify areas for improvement which is joining the e-commerce market so that it can remain competitive like its competitors, such as H&M and M&S, and to begin the process of change.
The second stage is the changing \moving stage. this step shifts the behaviour of the organization, department, or individual to a new level. it involves intervening in the system to develop new behaviours, values and attitudes through changes in organizational structures and processes.(Cameron and Green, 2009) Primark has used this stage to implement new strategies, such as adopting new technology and streamlining processes for the click and collect service. Considering that the trial is still ongoing, it could be said that these changes will assist Primark in improving customer service and increasing its efficiency, as it was shown by its competitor H&M (McKinsey & Company, 2020).
The final stage is the refreezing stage. this step stabilizes the organization at a new state of equilibrium. its is frequently accomplished though the use of supporting mechanisms that reinforce the new organizational state. .(Cameron and Green, 2009) Since the trial was launched just recently, the final results have not yet been announced. However, it is apparent that the trial has been proceeding according to plans. The success of the initiative has led to an increase in profits,( Mills C. 2023) which is being followed and adjustments will be made as needed. (Primark boss tells BBC why it is finally going online, 2022)
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Testing the effectiveness of Click & Collect service:
Effective change depends on careful diagnosis of how the organization is functioning. Diagnosis identifies the underlying causes of organizational problems.  (Cummings and Worley, 2015) When assessing the effectiveness of the Click & Collect service change in Primark, it is necessary to go back to the main reason for its launch, which was to increase profits and attract new and more customers. A major issue for Primark is the lack of an online platform for those who need one. This places it behind its competitors. As an example, H&M's sales increased by 20% in 2021, and six of the 19 billion euro revenue is derived from the online channel. (H&M Group, 2020) . Therefore, the Click and Collect service is likely to have a positive effect on Primark's sales too, as it serves the main purpose and reaches out to new consumers effectively.
In addition, as the request was in response to major demands by Primark's fans, its expected that the Click and Collect service will be welcomed by many customers. It will help Primark increase customer loyalty, as well as giving customers more options when shopping. As a result, Primark will be able to remain competitive with its competitors. Furthermore, the trial will also result in shorter delivery times for customers, as they can pick up their orders at their convenience. By introducing this option, the retailer will be able to offer customers greater flexibility, as they can choose to pick up their orders in-store. This will also enable customers to save money on delivery fees compared to its rivals' high delivery fees like Zara. (Zara.com, 2020) as they can pick up their orders themselves. Additionally, it will improve the customer experience by providing them with the opportunity to try and exchange items immediately in-store. 
Much of implementing change is, or should be, spent on fixing unanticipated problems, backing up to correct consequences of the change that were unexpected. (Cummings, 2008) Primark scenario may encounter unexpected problems in the form of technical issues occurring on the website, which may cause delays in the processing of online requests. It may also be in the form of online customer complaints that need to be addressed. As a result, more online workers may be required for all types of customer services. Issues such as these must be resolved quickly and effectively in order to prevent further disruptions. As such, it is imperative to have a plan in place in order to deal with any potential problems that may arise.




* Recommendations and Conclusion: 
As Primark continues to face challenging times in the retail industry, it is important to remain proactive in terms of strategy. some of the recommendations for Primark to consider in order to stay competitive are to Focus on digital marketing. With the rise of e-commerce and online shopping, it is important for Primark to increase its presence in the digital realm. This could involve creating an online presence in social media and running targeted campaigns to engage with customers. In addition to the launch of its standalone UK website in 2022, Primark should also consider expanding its online presence to its other international markets. And to ensure that its online presence is optimized for mobile devices and other digital platforms.
Secondly, Primark should invest in customer service in order to ensure that its customers feel valued and appreciated. In terms of priority, this has not been a significant concern for the retailer so far, but the it needs to remain on this course and never change. In order to achieve this, more discounts could be offered, loyalty programs could be implemented, and customer service could be improved both in-store and online. 
Thirdly, by leveraging customer data and feedback forms, Primark can better understand their customers and create tailored experiences that will drive sales. Lastly, Develop a multi-channel strategy, including partnering with third-party platforms and retailers such as Asos and Amazon to ensure product availability
To conclude, PRIMARK is positioned at the forefront of the market and has proven to be successful by setting high standards and positioning itself in a unique way from its competitors. This has allowed them to remain strong in the market and build a loyal customer base. PRIMARK's success is attributed to their commitment to providing quality products at an affordable price. Due to the fact that the trial was launched recently, the impact is still ongoing, but the Click and Collect service is expected to increase profits since it will attract more customers to shop in store. If the trial achieves its objectives, it may expand to include deliveries as well, which in turn will help save the retailer from future crises and unknowns that may force it to close its stores again. 
Additionally, Click and Collect is expected to lead to longer-term customer loyalty, and the convenience of the service will encourage customers to shop in Primark in the future. This could help the retailer to build a more reliable and resilient customer base that can weather any future economic uncertainties.
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