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[bookmark: _Toc510672882]Introduction 
Organizational analysis refers to the process of understanding work environment, business operations, and reviewing the business development. The main aims of organizational analysis is to find out the challenges and crisis of a business, and to find out solutions for overcoming these crises and solutions (Kotler et al. 2014). This paper first outlines business background, structure and nature of a business, called Avon, along with its mission and vision, aims and objectives. Then, this paper conducts customer analysis for Avon. Next, SWOT and PESTLE analysis are done to analyze both internal and external business environment of Avon. Then, this paper explains roles and supports of employees, and importance of training and development in Avon. Finally, this paper outlines the roles of line managers and skills needed to carry out the role. 
[bookmark: _Toc510672883]2.0 Nature of the business 
[bookmark: _Toc449023714][bookmark: _Toc449210180][bookmark: _Toc510672884]2.1 Business background, structure and nature
Avon is a private company with large entrepreneurship business. This company is a marketer and production house of beauty products. Avon helps the women all over the world to have beauty in their lives. In the terms of Avon the meaning of beauty is providing their consumers the perfect shade of lipstick; help a woman to support her family by offering her a job opportunity; support a woman to have her first mammogram when she needs. Avon has become one of those companies whose brochures are seen by six millions of women in every 3 weeks. Avon provides their consumers better quality and creative products in reasonable price. Avon sells make-up, fragrance, skin care products like ANEW skin care, Skin so soft, moisturizers, skin toners, eye care, bath and body products and also products for men. Avon has also a large collection of accessories, lingerie, jewelry, well being products etc. Avon is one of the famous name in beauty industries all over the world (Avon Annual Report, 2017).
[bookmark: _Toc510672885]2.2 Avon's vision and mission 
Kotler et al. (2014) suggested that, vision means the point of the business they want to see themselves in the near future and mission of a business means the planning of that business through which they will reach that point of their target. Avon’s vision is to be the top retailing company of cosmetics in the health and beauty section of UK. To make the vision possible, Avon’s mission is to provide standard quality of products to their customers within a cost friendly price with remarkable customer care service and do more promotional works to benefit their business.
[bookmark: _Toc510672886]2.3 Goals and objectives 
Goals and objectives of a business is part of their business planning. Goals and objectives are settled to plan their activities to accomplish their mission of business over a certain period of time (Torrington et al., 2014). Avon (2017) stated that, Avon’s goals are to grow their business more and increase their performance to have greater amount of revenue and profit. The objectives of Avon are given below:
1. To increase their market shares in the regional area from 12% to 20% by the end of 2018.
2. To increase their collection of products by launching at least 6 more products including product for men by December 2018.
3. To achieve 85% satisfied and loyal customers by the end of 2018.
4. To increase their workers retentiveness by 75% by the December 2018.
5. To increase 6% sales revenue, 4% gross profit and 3% net profit by the December 2018.
[bookmark: _Toc510672887]3.0 Customer analysis 
[bookmark: _Toc510672888]3.1 Customers of Avon 
Avon’s main target customers are women. However, Avon also has collection of products for men and children. There fore, it is organization of business to customer based. Their ultimate customers are regional public involving men, women and children in the regional areas of UK. The summaries of target consumers of Avon are given below
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Diagram: Target customers of Avon   Source: Avon (2018)
Following the current UN estimates, The United Kingdom has about 66.57 million populations in 2018. Office for National Statistics updates their documentations in every year’s June depending on statistics of migrations and fertility. In 2011, the last census of UK was done, and the populations were 63,181,775. In 2001 it was 58,789,194. According to census, UK’s position is 21st among the largest populated countries of world. 
	Customer characteristics
	Analysis for the Avon
	Evaluation

	Demand 
	According to Singh (2010), Avon’s main customers are women. Most of the populations in the regional areas of UK are women. Thus, in those areas the demands of Avon’s product are huge. 
	Opportunity 

	Value of money 
	As Arinda (2013) suggested, Customers always find the products with similar quality but with cheaper price.  
	Threats 

	Time spend 
	Singh (2010) stated that, most of the consumers like to spend more time for finding out the right product with in their budget.
	Opportunity 

	Payment type 
	According to Avon Annual Report (2017), most of the consumers prefer to pay through card.
	Opportunity 

	Alternative choices 
	Avon Annual Report (2017) reveals that, 85% of the customer roam and look for alternative choices of different brands.  
	Opportunity


Table: proposed business's customer characteristics 

[bookmark: _Toc510672889]3.2 How Avon meet customer expectation 
 Avon Annual Report (2017) suggests that, to entice their main customers’ women, Avon apply a unique selling strategy. Therefore, they offer beauty products along with skin care products to their customers. Avon manufactures their products in the kind which women can wear all the time, in home or in works. Additionally, there fragrance related products are also very enticing. This is how Avon assures their product quality for their customers. 
[bookmark: _Toc510672890]4.0 SWOT and PESTLE Analysis 
[bookmark: _Toc510672891]4.1 SWOT Analysis 
SWOT analysis is done to know about the internal and external environment of the business. SWOT stands for strength, weakness, opportunity and threats (Morris et al. (2012). The SWOT analysis of Avon is given below:
	Strengths
	Weaknesses

	1. Arinda (2013) disclosed that, beside the beauty products, Avon cover the health and age related products. 
2. Qamar (2013) stated that, Entrepreneurs of the company of Avon have enough resources to begin their company. 
3. According to Avon Annual Report (2017), the knowledge and skill level of Entrepreneurs are huge and they all have academic qualification to begin the business.   
	1. Avon Annual Report (2017) disclosed that, Avon is not commuted in UK permanently. 
2. According to Qamar (2013) revenue and profit level of Avon in UK is not satisfactory. 

3. Arinda (2013) suggested that, some of the customers have doubt about Avon’s quality.
4. Following the Avon Annual Report (2017), in the contrast to their opponents in the market, Avon’s product collection is not that great.  

	Opportunities
	Threats

	1. As Kenny (2014) recommended, with the alternation of fashion and trend in the generation, the lifestyle and demand of the customers are changing continuously.
2. Avon Annual Report (2017) suggests that, Avon can increase their opportunities of their business by using the Credit card payment, CC TV for better security, computerized till etc. 
3. Arinda (2013) stated that, with the permission of the government, immigrants of UK can work in Avon. This will increase their man power.  
	1. Kenny (2014) noted that, Avon can face threats for their business due to increased changes in the business policies and immigration rules in UK. 
2. Mahasagar Publications (2014) stated that, fluctuation of economical environment can affect Avon’s business.  
3. Avon can encounter legal and political problems form the states and environmental problems from the country. (Qamar ,2013)



Findings: According to SWOT analysis of Avon, beside number of weaknesses and threats, Avon has many strengths and opportunities which can help them to accomplish their goals and objectives of the company.
[bookmark: _Toc510672892]4.2 PESTLE Analysis 
Kotler et al. (2015) defined PESTLE analysis as an efficient method through which external environment of a business can be known. PESTLE stands for political, economical, social, technological, legal and environmental issues of a business. Avon’s PESTLE analysis is given below:
	Factors
	Analysis on Avon
	Evaluation

	Political 
	UK Essays (2017) suggest that, Avon is encountering problems due to Brexit issues. Avon can also face problems due to their workers difficulties with visa and working restrictions. The tax and VAT issues can also create problem for the business. 
	Threat 

	Economic 
	According to Avon Annual Report (2017), Fluctuations of economical conditions of UK internationally can impact the business of Avon.     
	Threat

	Social 
	Qamar (2014) stated that, as the trends and fashion sense of generation is changing continuously and Muslim trends are increasing rapidly Avon have opportunity to grow their business more.  
	Opportunity 

	Technological 
	Avon Annual Report (2017) Avon can increase their opportunities of their business by using the Credit card payment, CC TV for better security, computerized till etc.
	Opportunity 

	Legal 
	Legal affairs related to the rights of the customers and the regional council can give difficulties to Avon (UK Essays, 2017).
	Threat

	Environmental 
	Arinda (2013) stated that, Avon’s supply chain of the business can encounter challenges due to rough weather, global warming and variation in the weather of UK.
	Threat 



Findings: Avon’s PESTLE analysis reveals that, the business opportunities of Avon are great because of continuous alternation in the trend of generation. In addition, advanced technological utilization will help the company to increase their customers and grow their business. On the other hand, Avon may encounter challenges and difficulties due to legal issues related to immigration policies and rights of the customers and also due to changes in the environment in UK.             
[bookmark: _Toc510672893]5.0 Role and support of employees 
[bookmark: _Toc510672894]5.1 Role of employees within organizations 
As Porter et al. (2015) noted that, employees play very important role in a business. Employees are the main asset of a company as they work for accomplishing the business goals. There are mainly two roles that employees must play. First one is technical support. Employees must work and perform with dedication to give profit to the company. According to Morris et al. (2012), the second role is management of the work force and the workplace. According to Avon annual report (2017), Avon’s employees perform and manage very hard. Every employee of every department works with so much devotion to achieve the goals of the company. Without their management work, technical support, man power, knowledge and skills Avon cannot run their business and increase their sales and profit.    
[bookmark: _Toc510672895]5.2 How employees support in achieving organizational goals 
[bookmark: _Toc510672896]To achieve the organizational goals, roles of employees are very significant. According to Bratton and Gold (2012) the performance level of motivated staff is better than that of the de-motivated staff. If the policies and rules of the company are made according to the desire of the workers, they will always try to perform their best. Morris et al. (2012) noted that, employees support the organization by fulfilling the customers’ need, by sharing information with others, by ensuring quality of the products with their skills and knowledge etc. Employees helps the organizations by giving them technical supports, by managing their workplace, by leading the others to perform more and increase the competency level of the company (Frost, 2018). Torrington et al. (2013) stated that, employees are the main resources of the company. Without the help and support from the employees a business can never achieve its targets. Employees of the company can be divided into many departments. According to the difference of the department their activities varies. However, every employee’s role in the organizations is very important for the business.  
6.0 Importance of training and development to organizations 
To increase the knowledge and skill level of the workers, training of the workers is very essential. Training gives the workers chances to know about their weaknesses and to improve and develop them selves. 
6.1 Addressing Weaknesses
According to Torrington et al. (2013), majority of the employees are not perfect. They have limitations and weaknesses. Training gives them chances to eliminate their limitations and increase their ability to develope skills. Training programs help the workers to be more independent and not needing much supervision from the managers or others. 
6.2 Improved Employee Performance
Mullins (2014) suggested that, training programs helps the employees to improve their performance in the workplace. Training helps to them to increase their knowledge and how to use the theoretical knowledge into practical situation. These programs escalates their confidence in the work place and motives them to improve their performance in the business. Avon Annual Report (2017) reveals that, Avon arrange training programs to improve their workers performance level.
6.3 Consistency
Torrington et al. (2013) recommended that consistency is essential for maintaining the companies’ fundamental policy and process. Training programs increase the consistency levels of the employees. Training assures that, employees are aware of the company policies, expectations from them, their safety of the job etc. Avon Annual Report (2017) discloses that, Avon arranges training program per two year to increase their workers consistency level.
6.4 Employee Satisfaction
According to Mullins (2014) statement, training program helps the company to make their workers understand their value in the business. Many workers seek knowledge to improve themselves. Training programs increase their wisdom and skills and make them satisfied towards their workplace owner. Avon CSR report (2017) noted that, Avon takes care of their workers satisfaction and arranges training to guide them according to their requirements.
6.5 Increased productivity and adherence to quality standards – training of the workers increase their efficiency, competency and the productivity and ensures the quality of the products. (Torrington et al., 2014)
6.6 Increased innovation in new strategies and products training enable the workers to encourage and improve their creativity and innovation in new strategies and products (Mullins, 2014). 
6.7 Reduced employee turnover training makes the employees feel valued. For this they prefer to stay in the company that is investing in them and helping them to get better at work (Torrington et al., 2014).
6.8 Enhances company reputation and profile as training increase the performance and productivity of the workers it enhances the popularity of the company and increases their brand image (Bratton and Gold, 2012). 
[bookmark: _Toc510672897]7.0 Role of line managers and their importance in businesses 
[bookmark: _Toc510672898]Torrington et al. (2013) stated that, there are various roles of line managers. Line managers are responsible to unite the approaches with organizational culture and structure, business polices organizational goals and objectives, and leadership styles. According to Steve and Caroline  (2012), line managers also hires workers to fill the vacant position of the company, provide instructions to the new comers, ensures the understanding of staffs, determines if the staffs need more instructions, assess the quality of the procedures of the company, keeps communications with other line managers in the company etc. Coulter (2012) suggested that, to keep balance in this management of senior and alternating leadership styles HRM takes the accountability of this job. Different activities of line managers like avoiding conflicting situations and circumstances which impacts the brand and company image helps the HRM to provide many suggestions to the company. According to Avon (2015), line managers are required to link every workers of the company to achieve the ultimate goals and objective of the business. They need to guide the workers and give them all the support they need to give improved performance in the company. These responsibilities of the line managers will aid the HRM. The responsibility of line managers are to document all the workers progress report and hand it over to HRM. On the contrary, HRM provide the information and decisions made by the company to line manager, which he will deliver to all the staffs of the workplace.
8.0 Skills and knowledge needed to carry out the role 
[bookmark: _Toc510672899]Avon has to increase the understanding of the products, market and business, have to increase their workers analytical and research skills. They have to increase the creativity of their workers. They have to level up their strategy making to compete with their opponent in the market. Finally, they have train their employees to be more skilled and experienced (Avon, 2017). According to Morris et al. (2012) to carry out the role of line manager, various expertise is needed.  Coulter (2012) recommended that, first of all Avon has to increase their skills in analysis and research to acknowledge about the situations and demand of the market. Then according to Armstrong (2009), they need to train them to increase their knowledge on management of workers and customers so that they don’t face difficulties to manage the staffs in the workplace. Then Avon has to escalate their understanding about the quality of the products, designs of products, pricing strategy, creativity and innovations of the products kinds to fulfill the desire and expectations of their customers. Thirdly, Smith (2014) disclosed that, Avon needs to level up their strategy making in case of marketing and pricing to compete with their opponents in the market. Then to improve the performance and competency level, Avon should hire more experienced and expert worker and management people to meet their business aim and goals (Wilkinson, 2012). 
9.0 What training and development requirements need to be considered 
	Training plan template


	Training name: Customer service improvement training Time: 15/4/2018 Training Type: 


	Training goals:
· To improve customer service skills 
· To improve staff knowledge on dealing with customer complaints 
· To improve employee knowledge on customer queries  
· To improve staff knowledge on product and services 


	Results 
· Staffs will be able to provide excellent customer service 
· Staffs will be able to deal with customer complaints 
· Employees will be to response to customer queries 
· Employees will be able to provide products and service information to the customers 


	Certificates skills covered:
· Staffs acquire level 4 certificates 
· Employees have to show certificates of minimum two years experiences 


	Time/length
	Section goals/results
	Description
	Equipment and materials
	Comments

	9 am -11 am 
	To provide knowledge on customer service 
	Through this training period the trainers will deliver information on how to provide excellent customer service. This period will focus on welcoming, customer greeting, eye contact, and procedure of saying goodbye.  
	Projector, computer system, whiteboard, pen-drive, etc 
	



Successful 

	11:30 pm – 13:00 pm 
	To deliver information on dealing with customer complaints 
	Through this training period the trainer will provide information about the customer complaints and train on how to deal with the customer complaints. 
	Projector, computer system, whiteboard, pen
	

Successful 

	14:00 pm-15:30 pm
	To provide training on dealing with customer queries 
	Through this training period the trainer provide information about the customer queries and train on how to deal with the customer queries.
	Projector, computer system, whiteboard, pen
	


Successful 

	15:30 pm-17:00 pm  
	To provide knowledge on products and service information 
	Through this training period the trainer will provide information on products and services, so that employees can deliver information when customers seek
	Projector, computer system, whiteboard, pen
	

Successful 



[bookmark: _Toc510672900]Conclusion 
[bookmark: _GoBack]This paper has assessed the organization called Avon. In the first section it has provided the mission and vision of Avon. In the second section it has conducted a SOWT analysis and PESTLE analysis. Then it has discussed the importance of the role of employees. Then it has discussed the importance of training and development of organization. Then the paper has explained the importance of role of manager in Avon, and provided an example of template for training employees.  
[bookmark: _Toc510672901]
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