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Introduction

Dunnes Stores is currently Ireland’s largest grocery and textiles retailer. The company is a privately owed by the Dunnes/Heffernan family. The company is proud of the fact that is costumer base is primarily Irish.

The mission of the company is to “provide its customers with a choice of good quality products at competitive price”. This statement is fronted in their catchphrase “Dunnes stores, Always Better Value”, for which Dunnes is famous for.

Unlike most retail stores, Dunnes provides Food, Textiles and Home ware in one store. The textiles department offer a large variety of clothing for ladies, men and children in the Dunnes and St Bernard brands. The

store is also the exclusive seller of the Savida and Centered line of clothing. Recently, the store also began selling the Samantha Mumba range of lingerie, Per Amoré

The homewares department offer a range of items including beds, kitchen and bathroom appliances and large variety of sheets, towel, curtains etc. During the run up to Christmas this department also offers toys, Christmas trees and decorations. The grocery department is responsible for the sale of food, and recently they have also begun selling electrical equipment. While products on sale are mostly branded products, such as Lyons and Lever Brothers, they also offer products in the St Bernard brand and the Dunnes Stores brand. The St Bernard brand was introduced in 1956 by company founder, Ben Dunne Snr. Today it is one of the most recognised brand names in Ireland. Recently, the company have begun to supplement the St Bernard brand with the Dunnes Stores brand. This brand is to offer customer an equivalent to the main branded products, but at a lower price

There are currently 123 Dunnes Stores outlets in Ireland, the UK and Spain and employs over 18,000 people in a variety of jobs including sales assistants, checkout staff, fresh food preparers and office staff. The Company itself is run by a Board of Directors. Currently the board consists of:

    • Frank Dunne Managing Director
    • Margaret Heffernan Director of Textiles
    • Andrew Street Chief Operating Officer
    • Dick Reeves Director

of Food
    • Michael Heffernan Head of Textiles
    • John McNiffe Director of Operations

History of the Company

Ben Dunne was born in 1908 in Rostrevor. Co Down. For his first job, Ben and his brother Patrick began picking berries, which they then sold for sheep with the hope of raising enough money to immigrate to the United States. When he was fourteen he was noticed by a local businessman as a person with the ability to be a good businessman and commercial ability. He was persuaded to remain in Ireland and in 1926 he moved to Drogheda and got a job as an apprentice at Andersons Drapery store. He later began working Cameron’s store in Longford and then Roches Stores in Cork where he gained a large number of contacts which would later come in handy. In 1944, a store became vacant on Cork’s Patrick Street and Dunne put up all his savings to purchase the property.

The store opened on 30th March 1944. The offer of clothing at pre war prices was so attractive that the police were called in to control the crowds as word spread through the city. The sheer amount of people caused the store to quickly become overcrowded. We window in the main entrance even broke in. The popularity of store led to Dunne open many other stores nationwide

As the company continued to spread, Dunne began travelling and began to expand to other countries. In 1970 he was named the “Most Outstanding World Retail” When he died in 1983; he had personally overseen the development of 58 stores

in Ireland, eighteen in the UK and one Spain. His son, Ben Dunne Jnr, inherited the Company. He continued running the Company till 1992, when he was arrested in Florida for Cocaine possession. It was later revealed he gave large amounts of political donations to Fianna Fail, including the Taoiseach, Charlie Haughey. He was forced out of the company and his sister Margaret took control of the Company. The scandal almost caused the closer of Dunnes Stores

Structure of the Company

The company structure is tiered, meaning that the Company has step down structure. At the top is the Dunnes family. While each member owns a stake in the Company, as stipulated in Ben Dunne Snr will, the majority of the control of the Company lies with the Board of Directors see above for board members. Each board member is responsible of a specific area of the Company e.g. Margaret Heffernan is in charge of the Textiles department. Under the board are the Regional managers, who are responsible for the overall running of stores in their region. There are currently six regional managers in charge of: Leinster, Munster, Connacht, Northern Ireland, Great Britain and Spain. Each manager is in overall control of anywhere between ten and fifty stores.

Next is the Area Manager. Acting almost as assistants to the regional managers, they administrate the stores in different district. The larger cities like Dublin and Cork are divided into several districts, while smaller area or counties are counted

as one district. The Area Manager for Dublin City North, which includes the Donaghmede and Northside branches, is Padraig Devaney.

Next is the Store Managers. They are directly responsible for the day to day running of the individual stores. In the cases of the larger stores, which may have two or more departments, there may be two store managers to a store, one for grocery and one for textiles and home wares. They must ensure that the stores operated at peak efficiency, ensuring that all orders are filled, deal with the suppliers and resolve any problems that may arise. Human Resource managers also work on the same tier as the store managers. They are responsible for all matters relating to the staff of the company. While the store manager is in control of the store, the HR manager has the final word when in matters regarding staff. They are responsible for hiring staff, monitoring and control wages and resolving disputes between staff members.

Next is the department manager. Each department i.e. Fruit and Veg, Deli, Frozen. Each manager has dedicated staff, which works solely for that department. They must direct their staff to ensure that the store operates right. Individual staff members act as the public face for the company. They must be able to deal with customer enquires or complaints and are responsible for packing the stores, ensuring each product is on sale and available for the customer purchases. Staff in each department require skills for the department they

work in. Deli/Fresh meat staff must be skill in food preparation and food hygiene while the checkout staff must be able to operate the registers. Below is table showing the tiered structure of the Company

Principles of the Organisation

Unity of Command: Unity of Command is a principle which means that a worker should be directly answerable to one superior. Dunnes do use this principle in theory, in the sense that each department has one manager and the staff in that department should report directly to that manager. In practice, however, this principle is often ignored. For example, a manager from the Frozen/Diary department can give one set of orders or instruction only for the grocery floor manager to give conflicting orders or over ruling those orders entirely

Span of Control: A term with military origins, Span of Control is a term used in HR to describe the number of staff that report to each manager. In a tall organisational structure the average span of control is about 1 to 10 (one manager to ten employees). In companies with a flatter organisational structure, the span of control can reach in to excesses of 1 to100 (one manager to one hundred employees). In Dunnes the span of control can vary depending on the both the department and even the day. Some departments, like Fruit and Veg and the Bakery have less work to do and as such require less staff, however on some days, for example the days when the deliveries come in, more staff are required in on those departments.

The larger departments, such as grocery floor and checkouts are always busy or require to be packed or staffed that they require larger numbers of staff. The day of the week is also a factor. Mondays to Wednesdays are less busy while Thursdays to Sundays are busier, and again require more staff. On average the span of control is 1 to 6 on the weekdays and between 1-10 to 1-20 on the weekends

Amount of Delegation: Delegation is when tasks are handed down from one level to another i.e. a manager has a list of tasks that need to be done. These tasks are handed down to individual staff members. Delegation is essential in Dunnes because of it size and nature. Cereals, Baby care, Minerals and Households may all need to be packed and the manager has four free employees. They then delegate to the staff, who does which section. In Dunnes delegation is often also based on length of service. The more important tasks, such as writing up the stock orders, are delegated to the longer serving, and in theory better trusted, members of staff. This is sometimes used unethically, with employees that a particular manager may not get on with is delegated a tedious or difficult task simply because they don’t get on. In smaller companies there is less delegation as there is less work to go around

Size of Organisation: The size of a company often judges how they operate. Small companies require less staff and the span of control is much smaller. This is called a flat shaped organisation. 

Dunnes, however is much larger. As you can see by the charts below there are many layers to the company. This allows Dunnes to spread out the work among the staff. It also allows for staff to specialise in that area, gaining skills that can be used in a later career. For example, a member of staff employed in the cash office can specialise in handling cash. This skill can then be used to work as accountant. In smaller companies, staff often spread out across departments, which gives little opportunity for specialisation.

Number and Type of Employees: Companies must always be aware of the number and type of employees they have. Smaller companies must look and see if they have too much employees, with wages cutting into profits. In Dunnes, the number of employees they have is often judged by the time year. Mid year in the summer, the staff numbers are less as opposed to Christmas, when the store is busier and require more staff. Staff are recruited on temporary, Christmas contract. However they must ensure that during the year they have enough staff to operate. From personal experience, it is often the case that some departments are under staffed requiring staff from other departments to be reassigned temporarily. They also need to have staff specialised in their departments. Deli staff must be trained on how properly handle meat and how to implement the HAACP system, while the checkout staff need to be trained on how to operate the checkout tills.

Organisational Chart of Dunnes

Stores
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SWOT Analysis of Dunnes Stores

Strengths Weaknesses Opportunities Threats

Strengths:

    • Dunnes Stores is an Irish owned company. Most of their products are Irish made and as such their costs are lower.
    • Dunnes has a high customer retention, meaning that many of their customers return weekly for their weekly shopping
    • Ireland has a well-developed and well-maintained infrastructure i.e. roads and transport network, which Dunnes takes advantage of.

Weaknesses

    • Stock loss due to damages, theft and pilfering. In a recent stock take of Dunnes Stores in Donaghmede, a total of €482,000 worth of stock was unaccounted for.
    • Most of their stores are located close to residential areas or as part of a larger shopping mall. Without a dedicated entrance, the stores are forced to close at a time that the centers close rather then remaining open 24 hours i.e. in the case of Cornelscourt. Also in residential areas, local residents have been known to block applications for late opening, due to the believe that it will cause traffic late at night along with gangs of youths. This was the case with Dunnes Stores Donaghmede.
    • Dunnes Stores is liable for the health and safety of not just its staff, but the customer and indeed anyone on the premise.

Opportunities

    • With Iceland Retail stores recently pulling out of Ireland, Dunnes are in a position to move into their empty stores. With all the fixtures and fittings present,

the cost of re-branding the stores would be less then building a new one.
    • With the recent abolishment of the Groceries Act by the Irish Government, the Company is in a position to lower their prices, but this is unlikely.

Threats

    • With the growth of Tesco Ireland, there is a threat that they might cut in to Dunnes Stores business
    • Dunnes is family run company. Dispute or rivalries within the family will affect the company. This happened in 1997 after the forced takeover of the company from Ben Dunne by his sister Margaret Heffernan almost cause the fall of the company

Pest Analysis of Dunnes Stores

Political     Economical     Sociological Technological

Political

    • Dunnes, like all companies, is required to follow Irish law regarding the sale of certain products. Products such as alcohol and tobacco must not be sold to anyone under 18. Customers can only buy one of certain painkillers, such as paracetamol. Products must also comply with the Sale of Goods Act, which means that a product should be of merchantable quality.
    • Dunnes must conform to environmental standards. Since they deal with a lot of paper and plastic waste, due to product packaging, they must dispose of them safely and recycle as much as possible.
    • Dunnes must also conform to laws regarding staff working conditions. A staff must be paid at the national minimum wage. Each staff member is entitled to 21 working days (4 weeks) paid holiday. Each staff member 

is also guaranteed a minimum of 16 hours per week.
    • There is also a law in Ireland that limits the size a store can be. This means a store cannot exceed a certain floor size.

Economical

    • The rate of inflation affect Dunnes as it determines how much they must sell their products at. If the rates go higher, the cost of a price increases. They must also ensure a minimal wage of their staff.
    • Dunnes must also deal with competition from other stores. Tesco Ireland, Superquinn, Marks & Spencer’s and Penney’s are their competition. Each company works to out do the others. They lower their prices, provide special offers on certain products
    • Dunnes also benefits from importing products from countries within the EU and from other Free trade countries as there is no charges on imports

Sociological

    • With the growth of the Irish economy, customers have more disposable cash and are more willing to spend money on products. Dunnes have recently introduced a large line electrical product.
    • The company is also at risk from changes in attitudes towards trading practices by the customers. In 1982 to 1986, customers and worker boycotted stores because it was revealed some product originated from South Africa during the time of apartheid
    • Recent concerns over food quality and safety (BSE, Foot and Mouth and Avian Bird Flu) saw a drop in the sale of meat products

Technological

    • Technological advances also affect the Company. Dunnes have recently

introduced an electrical stock managing system. When an item purchased, it is deduced from the stock levels and an orders placed for that item.
    • Dunnes recently introduced a chip and pin system for credit card purchases, which reduces the threat of credit card fraud
    • Dunnes, like most large stores use CCTV in an effort to prevent theft
    • Dunnes also operate a website (www.dunnesstores.ie) which provides the public with information on the company.

Conclusion

Dunnes stores is one of Ireland’s oldest and well-known seller of food and clothing. In the 61 years they have been operating in this country they have built a reputation for excellent quality and assurance. They have shown the ability to adapt to the changes in taste of their customers and shown resolve in the face of competition for newer competitors. With the plans for further expansion into the UK and continental Europe, Dunnes is sure to keep on growing.

Recommendations

Based on the SWOT analysis above, I have recommended the following changes and suggestions that Dunnes Stores can implement to assist their customers:

    • Dunnes can implement a stricter security policy, both in regards to combat customer and staff theft.
    • Following the recent example of Tesco Ireland, Dunnes should lower their prices, following the abolishment of the Groceries Act
    • With 20+ empty Iceland stores, most notably in the Irish Life Mall, Talbot Street, Dunnes should make attempts to purchase

the lease to the premises
    • Again following the example of Tesco Ireland, all new Dunnes stores should be placed in outlying areas, close but not too close to residential areas, such as Cornelscourt. This allows for 24 hour openings and also allows for bigger store sizes, as recently opened Tesco Ireland stores, such as Clare Hall, are very large and Dunnes needs to be able to compete on this scale
    • The structure of the company should be changed as Dunnes is a family owned company. Dunnes could be changed to be a plc (public limited company), as I would protect the company from collapsing due to a family dispute, like what happened in 1996 when the rivalry between Ben Dunne and Margaret Heffernan almost brought the company down. Note: the illegal activity of Ben Dunne has also a factor
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