Marketing|                               |Human Resource Management (HRM)      |Accounting and Finance                                           |

|Strengths             |Entered onto ‘Best Company to Work   |Profitable business with £10m annual   |Established brand                   |

|                      |For’ list indicating well motivated  |income                                 |Strong corporate customer base,     |

|                      |and satisfied staff                  |Good level of mark-up (30%)            |including large well known          |

|                      |Staff equity share scheme –          |Has already relocated business         |businesses such as John Lewis, M&S  |

|                      |demonstrates value placed on         |operations from high cost and high     |Strong, clear ethical ethos         |

|                      |workforce                            |socioeconomic area (Wimbledon)         |Rapidly growing market              |

|                      |Settled staff                        |Forecast 20% growth in current year    |                                    |

|                      |Dominant leader in market place –    |(£10m to £12m)                         |                                    |

|                      |stable employment opportunities      |                                       |                                    |

|Weaknesses            |Unclear HRM strategy                 |Lack of research into requirements to  |No strategy for targeting domestic  |

|                      |Low staff numbers leads to poor      |list on Alternative Investment Market  |users to source products            |

|                      |resilience                           |(AIM)                                  |No clear plan in place to develop   |

|                      |Rapid expansion will mean existing   |Growth is impeded by lack of existing  |business expansion                  |

|                      |staff levels unable to quickly absorb|capital                                |Self-imposed standards too high to  |

|                      |increased workloads                  |                                       |compete in a global market          |

|Opportunities         |Create dedicated HRM department      |Affiliations with overseas companies   |Potential to increase range of      |

|                      |Increase staff numbers               |Listing on AIM                         |equipment handled and develop a     |

|                      |Promotion opportunities for existing |                                       |unique selling point (USP)          |

|                      |staff                                |                                       |Further expansion into United Arab  |

|                      |                                     |                                       |Emirates (UAE)                      |

|                      |                                     |                                       |Existing and proposed Government    |

|                      |                                     |                                       |regulations for ethical and         |

|                      |                                     |                                       |environmental recycling             |

|Threats               |Introduction of compulsory pensions  |Volatile global exchange rates         |Growing and competitive market      |

|                      |(Pension Act 2008)                   |Competitor pricing strategies          |Differing global environmental and  |

|                      |Differing global employment rights   |                                       |ethical standards                   |

SHP can strengthen its business by introducing a strong marketing campaign in order to make SHP a household name which in the public eye is synonymous with the action of mobile phone recycling for payment. Furthermore as its business continues to expand at a rapid rate SHP should develop a dedicated HRM department ensuring continued professional development of existing staff, whilst identifying shortfalls to determine requirements for new staff to enable the business to move forward.

Q1(b)

Two ethical issues facing SHP revolve around the corporate social responsibility (CSR) aspect of ethics.  CSR is an acknowledgement by a business to behave ethically in that they need to be accountable for the impact their business operations are having economically, socially and environmentally, as well in terms of human rights.

The first issue relates to the recycling of stolen mobile phones and other electronic goods. SHP is currently sitting on a Home Office Board which is discussing this issue in relation to mobile phones. This already demonstrates a strong commitment by SHP to ensuring the recycling route is not an easy way to offload stolen phones. However, as SHP increase their range to include other electronic products they will need to ensure that they have stringent procedures in place to check that items sent to them for reuse and/or recycling such as MP3 players, digital cameras, laptops and printers are not stolen goods. This may prove more difficult for electronic items other than mobile phones as although items may be reported stolen it is not often that owners bother to record serial numbers. It is not immediately apparent how SHP could ensure items have not been stolen and they will need to be able to justifiably demonstrate that their procedures reasonably explore all avenues to substantiate that goods in their recycling stream have not been stolen.

The second issue arises as SHP continue to expand their trading links with more and more countries it is important that they find ways of being confident that their business partners in these countries are adhering to the same high levels of social and environmental standards as SHP does. SHP has a responsibility for the direct and indirect effects of their business operations. If they do not have appropriate measures in place to ensure business partners in other countries operate to the same standards or better they could potentially have a vicarious liability for any incidents arising out of their distribution of mobile phones or other products around the world.

Q2(a)

Although Simon Walsh, founder and director of SHP, is now a comparatively wealthy man he remains extremely motivated to continue to work and build the company even further. This can be explained using Maslow’s hierarchy of needs (Ball, K, 2010 p11), which identifies five levels of human need and organises them into layers represented by a pyramid.

The first level of Maslow’s hierarchy of needs is ‘psychological’, which refers to basic survival needs such as housing, food, clothing and warmth as well as working conditions and salary. The second level is ‘safety’, which relates to assurances in regard to personal health, safety and financial stability. The third level of the hierarchy of needs is ‘social’. This can be described as relationships, both personal and work related. The fourth level is ‘esteem’ which is based on the need for respect of self and others.

The fifth level of Maslow's hierarchy of needs is ‘self-actualisation’ which is basically the desire for more and/or the need to improve upon oneself. It is this fifth level which can explain Simon Walsh’s motivation to continue working. As Maslow stated (Ball, K, 2010 p11) self-actualisation stimulates the desire for more. Simon Walsh is continually striving to promote and create business prospects because the closer he gets to achieving any targets he sets himself he is able to visualise and therefore perceive more opportunities ahead. For this reason he continues to constantly re-evaluate his position as his business moves forward and he re-sets his goals.

Q2(b)

Hackman and Oldman’s job characteristic model (Ball, K, 2010 p22) states that there are five core job characteristics (skill variety, task identity, task significance, autonomy, and feedback from the job). Hackman and Oldham’s theory suggests that motivation is related to three psychological states whilst working. The first of these psychological states is ‘experienced meaningfulness of work’ which means staff can relate to the work and role they are carrying out and such work is motivating in itself. The second psychological state is ‘experienced responsibility for work outcomes’ which means staff are given opportunities to succeed or fail as they have sufficient freedom in their roles to make decisions.  The third psychological state is ‘knowledge of results of work activities’. This is an important state because it provides employees with information on how successful they are in their role, and this in turn will enable them to learn from any mistakes they have made.

Hackman and Oldman’s model can be used to study the telesales role at SHP in the following way.

Experienced meaningfulness of the work is derived from:

      Skill Variety

      The telesales role offers a reasonable level of skill variety as they need to ensure a high standard of customer liaison is maintained. This must be linked with the ability to carry out negotiation and understand transactions and subsequently demonstrate targets are being achieved or bettered. By allowing telesales staff to establish relationships directly with clients they have the opportunity to develop their interpersonal skills and this offers the prospect of further increasing their skill base. These skills are interconnected with self-achievement and  earning potential and therefore motivate staff to do well.

      Task Identity

      SHP telesales staff have the ability to carry out tasks from initial customer contact through to sale of products, whilst maintaining good levels of customer care and then reporting achievements to their sales manager. This allows them to carry out a large part of business of SHP and ensures task identity.  Productivity is reliant on the effort put in to maintain the relationships between tasks and ensuring customer satisfaction. Whilst motivation has led to achieving goals reaching them leads to personal satisfaction.

      Task Significance

      Telesales staff will be motivated to facilitate transactions with retail consumers not only to achieve targets and standards but because their salary benefits are likely to be linked to such sales targets. This will increase the effectiveness for the business and personal satisfaction for levels of earnings achieved. Furthermore, by being aware of the company ethos and ethics with regard to the environment and recycling and reusing mobile phones, telesales staff will be aware that they are contributing to making a difference for society as a whole. This covers ‘task significance’ as defined by Hackman and Oldman.

Experienced responsibility for outcomes is derived from:

      Autonomy

      Direct supervision in the telesales role is minimal and thus it requires a high level of self-discipline and self-motivation to ensure that targets and standards are achieved. Furthermore the person specification for the role indicates that staff will also have interaction with the accounts and distributions departments thus giving a sense of individual staff a sense of responsibility. Allowing the telesales staff autonomy in this way will aid greater job satisfaction.

Knowledge of results of work activities is derived from:

      Feedback from the job

      The job description for the role of telesales states monthly/quarterly objectives are set and agreed with sales managers. It can be assumed that the attainment of these objectives is reviewed on the same timescale. This will give telesales staff clear feedback as to whether or not they have achieved the objectives and how they compare with other staff telesales figures. Such feedback can be used to influence and motivate staff to do better (for example if they have failed to achieve the objectives set) or perhaps to do even better (for example they have met their objectives and praise and encouragement from the sales manage spurs them on to try and better their original goal). Being aware of how well they are meeting their objectives will enable them to relate the effort they put in to the performance they achieve, i.e., how effectively they are working.

Q2(c)

Accounting and Finance

SHP are considering listing on AIM. This is defined as “ the London Stock Exchange’s international market for smaller growing companies. A wide range of businesses including early stage, venture capital backed as well as more established companies join AIM seeking access to growth capital.” (London Stock Exchange, 2011). SHP need to seek appropriate financial advice before making any final decision on whether to list on AIM. Advice must include results of investigations into any other options available to them to raise capital funds. SHP need to be fully aware of the requirements of listing their business of AIM, and have a sound knowledge of the regulatory work listing will necessitate.

Marketing

Currently in the UK personal mobile phone recycling is synonymous with the company Mazuma (www.mazumamobile.com) due to their massive investment in press and television advertising. In the case study Simon Walsh states that ‘9 out of 10 people have old phones homes’ indicating this is a sector of the market he is keen for his company to tap into. If they wish to be as successful as their competitor SHP need to have a clear marketing strategy for targeting UK mobile phone users to source its products as consumers upgrade their handsets for newer models. The company needs to implement a strong marketing campaign to initiate and maintain awareness of SHP with the British public.

Another marketing issue faced by SHP relates to the international expansion of the company. They will need to market their policies, ethics and ethos to ensure that potential foreign partners are working to the same standards.

Q5(a)

The term ‘globalisation’ can be interpreted differently by different people. In the context of considering the extent to which SHP is globalised it can be defined as “the expansion of economic activities across political boundaries of nation states. It is associated not only with a phenomenal spread and volume of cross-border economic transactions, but also with an organization of economic activities which straddles national boundaries. This process is driven by the lure of profit and the threat of competition in the market.” (Ball, K, 2010)

SHP source all their products nationally and distribute 80% to Asian, African and far Middle Eastern markets. Therefore they are closer to Boddy’s (Ball, K. 2010 p33) definition of internationalisation for the promotion and distribution of products in other countries than they are to globalisation. True globalisation would require international links where products and services flow in both directions. However, SHP are working towards raising awareness within businesses in the UAE which has the potential to provide pre-used products from affluent businesses in UAE for refurbishment and redistribution locally. With SHP’s new partner in Dubai true globalisation will begin to emerge.

Q5(b)

Cost Drivers

Cost drivers do not appear to have a strong relevance to SHP’s existing business model of sourcing products nationally and distributing internationally, which is clearly profitable. However, there is the potential to increase revenue by exploring labour markets at point of sale, for example this could reduce costs of refurbishment if cheap local labour were trained to carry out this task. Only at this point would cost drivers become relevant to the globalisation of SHP.

Market Drivers

As per capita income grows in SHP’s emerging markets their customer base will expand. At the same time their plans to increase their product range to include items such as MP3 players, digital cameras, laptops, printers and servers mean they will reach a greater market thus increasing global awareness of their company name and logo. For example, in the UK branded products can be purchased at high street outlets such as PCWorld and PCWorld has itself become a household name or ‘brand’ in its own right even though it does not produce any original end user products. In the same way refurbished branded products such Vodafone, HP, and Epson can be sold abroad by SHP and they could aim for SHP to become a dominant household name in emerging Asian, African and Middle Eastern markets. Market drivers are therefore relevant to the globalisation of SHP.

Government Drivers

SHP’s business has already benefitted greatly by the introduction of the waste electrical and electronic equipment directive (WEEE) which aims to reduce the amount of electrical and electronic equipment being produced and to encourage businesses and individuals to reuse, recycle or recover such equipment. Impending British Standards on ethical and environmental criteria are only likely to increase business for companies such as SHP. The usual definition of government drivers in relation to globalisation is “nations work together to increase the possibility of trading activities in their international trade to create economic advantage and wealth.” (Ball, K, 2010 p34). More and more governments across the world are becoming environmentally aware and introducing similar policies and standards into their own country to ensure reuse and recycling not only becoming the norm but eventually compulsory. Such policies and standards are not being introduced by governments to create economic advantage or wealth but to ensure the finite resources of the world are protected and to minimise human impact on the physical environment. However these policies create a gap in the market which companies such as SHP can readily fill as their business model, ethics and ethos are meeting or bettering the requirements of new policies around the world.

SHP must therefore ensure they exploit global government policy and legislation to the full to improve their global business opportunities as these are strong drivers to support globalisation of their business.

Competition Drivers

In the UK competition in the business of mobile phone recycling has increased significantly in the last six years. However, mainly due to government directives, it remains a competitive market with room for all players.  SHP have already identified that the bulk of demand for their products is from emerging markets such as UAE, Asia, Africa and the Middle East. Advertising and marketing by SHP and competitors increases customer awareness of the availability of recycling electronic goods for payment and therefore increases available business. As competition intensifies the pressure for SHP to achieve globalisation also intensifies in order to ensure they achieve and maintain a dominant presence in the marketplace.

Competition drivers are the most important drivers for SHP as they strive to not only maintain their foothold but move and stay ahead of emerging competition.
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