
We promote education and work to empower potential in two areas:

EMPOWERING  
OUR PEOPLE

  The importance of nurturing talent 

  How we find and attract new talent

  How we develop talent through constant 
learning, coaching and mobility

  Inspiring disruptive thinking with  
a new Tech Hub in London and internal 
Hackathons

  How we are building our company 
culture

DRIVING DIGITAL 
EDUCATION

  Coding for schools in our communities 
with Imperial College London

  Incubating student ideas and tech talent

  Partnering with SDA Bocconi in Milan 
for master’s in digital technologies of luxury 
fashion

  MBA internships from top schools to lay 
the foundation for career success
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YNAP is a fast-growing company operating in a rapidly evolving 
industry and we recognise that it is crucial for our expansion and 
long-term success that we find and develop young talent to take us 
forward and develop the luxury online industry.

The creation of YOOX NET-A-PORTER GROUP in 2015 brought together two 
exceptional teams and we believe we now have the most talented people in 
the industry working with us. 

We recognise the key role that our people play in our success and we defined 
developing talent as one of our priorities in our Five Year Plan. It is important 
that we continue to attract and retain the best talent in the industry and build 
an ecosystem of innovation.

As well as building up our own teams, we have made a significant contribution 
to developing talent in our industry and we will continue to invest in building 
the wider talent pool.

We believe education empowers potential and improves lives and we are 
committed to investing in the education of young people. We will continue to 
invest in digital education, developing the skills necessary for a thriving digital 
economy, creating a large, diverse talent pool from which our industry and 
wider communities will prosper.

EDUCATION:
EMPOWERING 
POTENTIAL
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The importance of talent  
for our company and industry
We’re proud of the know-how and experience we have in-house.  
Our employees are what makes us strong and their knowledge and skills 
are pivotal to our continued success. 

We are committed to finding and fostering fresh talent and the search for the 
best people is a priority for our company and our industry.

We are working to provide opportunities for our employees to grow and learn 
with us and reach their professional goals.

We recognise we must contribute to building a wide pool of digital abilities 
that are needed to transform our business. 

OUR PEOPLE 2016

We are truly global, 
having operations in 
Europe, China, Hong 
Kong, Japan and the 
US

•  4,128 employees 
worldwide

•  33 years is the 
average age

•  40% of our staff are 
aged 30 or under 

•  Over 75 nationalities 
among our 
employees

•  Over 60,000 CVs 
received across 
different channels

•  96% of our 
employees are in 
permanent roles

•  192 successful 
referrals from our 
employees in 2016

See all our employee 
figures for 2016 from 
page 79.

EMPOWERING OUR PEOPLE 
We want to attract the brightest and the best to join YNAP and the 
happiness and wellbeing of our team is of utmost importance to us. 
We are working to create a company culture that inspires people to 
grow and do their best work. 

We have created a suite of learning and development activities and launched 
a coaching programme to encourage a culture of constant learning. We give 
our people the opportunity to experience different cultures and countries. 
We are working to promote a healthy work-life balance, and supporting the 
needs of moms and families. 

We are also working to create opportunities for our people to contribute 
to making YNAP a more sustainable company and to lead sustainability 
developments in the industry.



How we find and attract  
new talent
Finding and attracting the very best people to join our company is of 
utmost importance to us.

We review tens of thousands of candidates a year and look to our own people 
to recommend potential hires.

We are building a diverse workforce and we undertake various activities to 
boost our employer branding, and our HR teams work closely with recruiters 
to advertise posts.

We attend career fairs in association with various universities and educational 
facilities, including the University of Bologna, the University of Trento, and 
the Condé Nast Centre of Fashion & Design in Shanghai. We participated 
in 11 career fairs in the US alone in 2016. During these fairs, we have the chance 
to discuss career opportunities with pre-screened candidates, gain access to 
CV databases, and also tell prospective candidates who we are and what we 
stand for. We plan to increase the number of career fairs we attend in 2017. 

We participate in campus events and workshops to recruit young people 
and also enable them to learn more about our business and our industry. 
We make connections and participate in networking events where students 
can meet businesses, collaborating with, for example, the London Business 
School in 2016. We host workshops to share our professional experience and 
give students the chance to solve business challenges. This included a project 
with Bocconi University last year.

We host open days for university students around the world, including our 
offices in Italy and the UK, the US and China. These help us tell our story and 
present internal opportunities available. We visit universities to promote our 
MBA Summer Internship Programme, including Harvard and Columbia. We 
also teach university courses and seminars.

We promote opportunities on our website, LinkedIn, Twitter and Facebook, 
job boards, university events and our intranet, to encourage mobility within 
the organisation. In 2016 we received more than 60,000 CVs via these 
channels.

Our employees understand what it takes to be successful within our business 
and we encourage them to help us identify future talent. Our “Bring a Talent” 
referral programme encourages employees to tap into their professional 
networks and refer external candidates for open positions. We get hundreds 
of referrals each year in this way and hired 192 people in 2016, about 
one in seven of our new hires.
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How we nurture  
and develop talent
Learning is a key part of life at YNAP. Just as important as finding new 
people is nurturing talent in-house, ensuring employees want to stay with us. 

As part of our employee retention strategy, we are working to create a positive 
and inclusive work culture. A culture that is based on learning from each other 
and sharing information and approaches globally, and promotes openness to 
new insights and ways of working. 

Our Learning & Development team focused on the following priorities in 2016: 
building management capability, supporting the talent and performance 
process through skills development, developing ad hoc learning activities 
for the business, delivering an induction programme and supporting key 
behaviour change projects.

We delivered over 25,000 hours of learning and development activities 
in 2016. This included: management courses, core skills training, technical 
skills training, induction programmes for new starters, e-learning modules 
via electronic portal, bespoke workshops across teams, English and Italian 
language courses, and support to those seeking professional qualifications. 

For YNAP, employee retention has three key elements: knowing, 
growing and flowing talent across our organisation. Knowing our talent 
means understanding our employees’ skills and potential. We measure this, 
for example, by conducting an internal analysis of employee talent and 
opportunities for promotion. 

We are introducing peer coaching and a programme is currently being piloted 
in the UK, US and Italy. This gives our employees the opportunity to engage 
in mutually enriching experiences with their colleagues. By connecting 
individuals across different departments, they will be able to learn more about 
different parts of the business. 
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We encourage mobility
We encourage opportunities for employees to experience different 
cultures by taking up a different position within the organisation or 
taking on a short-term placement at one of our offices worldwide.

By promoting mobility within our organisation we share the breadth of 
experience of our global workforce. Following the recent merger, it also 
helped meld the two companies together. It integrates cultures and provides 
them with a deeper understanding of how our company works at a global 
scale. As part of our secondment programme, we help cover costs such as 
relocation, housing, luggage, tax advisory, visa fees, etc. 

Meet Eesha who travelled from London to Milan with 
YNAP – Eesha Phakey, Recruitment Partner, YNAP

 ▶ How did the opportunity arise to live abroad with YNAP in Milan? 
With the merger between YOOX and THE NET-A-PORTER GROUP a 
number of my Corporate Business areas were going to be headquartered 
in Italy, meaning that I had more stakeholders based there. I was given the 
opportunity of working on assignment in Milan for five months in 2016 which 
was an incredible opportunity and something that has been invaluable to my 
development within the business.

 ▶ What did you gain from your secondment experience?
Through out my assignment I have gained so much knowledge about the 
recruitment process in Italy as well as a better understanding of the relevant 
employment laws. I also built strong relationships with my stakeholders on the 
ground in Italy and got a much better understanding of Italian culture.

 ▶ What was it like to experience Milan?
Embedding yourself and learning a new culture in a country where you do not 
speak the language is tough however, working with an incredible team and 
having a great support network both in Italy and UK really helped me. Overall I 
feel extremely lucky to have been given this opportunity and I strongly believe 
it was of great benefit not only to me but the business as a whole.
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Inspiring disruptive thinking
We foster a culture of innovative thinking, enabling an innovative 
ecosystem that will allow us to thrive and prosper into the future.

Innovation informs our approach across the organisation and we empower 
employees to experiment and reinvent the future. 

Our culture is one that encourages people to be open minded, take risks 
and be bold within an ecosystem of innovation. We promote trial and error 
testing as it enables us to learn from our discoveries and mistakes. We give 
our employees the freedom to experiment and see failure as an opportunity 
for us to grow and develop.

We encourage fresh thinking by providing innovative work environments, 
typical of our new Tech Hub in London, and encouraging smarter and more 
flexible ways of working. We make sure our staff are equipped with the 
necessary technology, including customised mobiles, to optimise processes 
and enhance their office life.

Working at YNAP is about collectively solving business problems in innovative 
ways. Collaborative opportunities such as Hackathons for our employees to 
experiment with new ideas.

We are making mobile an essential part of a productive workday for our 
employees as it is a natural part of our customers’ shopping experience.

We’ve partnered with IBM to customise these phones for our business, using 
IBM MobileFirst for iOS apps. The devices include services and apps that are 
tailored to enhance communications and collaboration, streamline processes 
and make life easier and more efficient for staff.

We believe this project will help us to become Mobile Employer of the Year 
in 2020.
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New Tech Hub:  
White City, London
We are opening a new Tech Hub in London in April 2017 to inspire 
our enlarged tech teams to do their best work. 

To ignite the creative spark in our employees, we recognise the right work 
environment is needed. A space that stimulates the senses, and provides 
opportunities for people to connect and collaborate with others.

Our new Tech Hub will be a major centre for digital innovation in London. 
Based at the heart of an up-and-coming innovation zone, White City Place, it 
will bring together our London technology teams.

Boasting 70,000 square feet of space, our Tech Hub will accommodate up 
to 650 employees, a 20% increase in tech jobs at YNAP, alongside our Italian 
tech hub in Bologna.

Award-winning architects, Grimshaw, have put innovation at the heart of the 
building. One-quarter of the interior will be dedicated to adaptive space, 
where areas can be transformed for different purposes and to the needs 
of staff. Flexible features will be installed throughout the building, to foster 
imaginative and cultivate synergy among teams. The building will have LED 
and motion sensor lighting, building management system (BMS) controls to 
regulate energy use, solar shading systems, data centre cooling systems and 
indoor plants and greenery.

“WE ARE THRILLED TO BE WORKING ON THIS NEW 
DYNAMIC AND FLEXIBLE FIT-OUT FOR YOOX NET-A-PORTER 
GROUP. THEIR ATTITUDE TO ADAPTABILITY AND CHANGE 
EXACTLY MATCHES OUR OWN.”

Sir Nicholas Grimshaw, Chairman and founder of Grimshaw
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Global Hackathons get our  
teams thinking

“THE THING I LIKE MOST ABOUT THE HACKATHON 
IS BEING ABLE TO WORK WITH PEOPLE THAT YOU DON’T 
NORMALLY WORK WITH. THERE ARE LOTS OF TEAMS THAT 
HAVE COME TOGETHER, WITH DIFFERENT MEMBERS OF THE 
YNAP COMMUNITY.”

Aoife McLarnon, Product Owner, YNAP

“HACKATHONS BRING US 
BACK TO OUR START-UP ROOTS. WE TRY NEW IDEAS, WE 
WORK FAST, WE COLLABORATE, WE WORK WITH PEOPLE 
WE DON’T NECESSARILY WORK WITH EVERY DAY TO TRY ON 
A NEW ROLE WHICH IS FANTASTIC.”

Christian Ferguson, Developer, YNAP

Our first global Hackathon in May 2016 was staged to give our tech 
teams a dynamic opportunity to imagine smart new solutions for the 
business.

Tech creatives, designers, programmers and developers collaborated in London 
and Bologna for the event.

We weren’t just looking for solutions to existing problems. We wanted ideas 
about how to improve an existing solution. While developers are generally 
steered from managers within our business, this process enabled us to hear 
their ideas first hand.

We turned up the heat by adding time pressure. Our tech people had just 
over one day, or approximately 13 working hours, to come up with a winning 
idea. This focused the teams’ energies on completing the task at hand.

The teams produced more than 40 digital solutions for our business as part of 
the Hackathon. The winning Hack went to an idea to build a personal social 
shopping platform where customers can interact with our personal shoppers. 
Second best was an idea for a mobile tool that adds product links and other 
features to enhance fashion show videos. The winning Hacks are being taken 
forward and built into our tech roadmap. 

Following the success of the first Hackathon we organised a follow-up in 
January 2017 at our Bologna and London offices. We will collaborate with IBM 
to bring in augmented intelligence through their cognitive system, Watson. 
Going forward, we plan to host Hackathons across the business every year.

OUR FIRST GLOBAL 
HACKATHON

• 51 teams across  
our London and 
Bologna offices  
took part in our  
first global 
Hackathon

• They produced  
40 digital solutions 
for our business 



How we are building  
our company culture
Our Human Resources and Internal Communications are working 
towards creating a sense of a team culture as well as sharing company 
news and updates with our employees. 

To engage employees around the corporate values launched in July 2016 
YNAP created the Values Competition, asking employees to contribute 
ideas to how we could portray the company’s values visually. The entries were 
judged by our CEO, Federico Marchetti, and award-winning film director, Luca 
Guadagnino. The competition was won by Will Victoria, Customer Care Lead 
from New Jersey, who got the chance to work with an external Art Director 
and creative team to bring the idea to life. The final artworks will be featured 
at YNAP locations around the world and used in our Group HR learning and 
development programmes. We listened to the feedback from our people 
and have updated the values to take on board their views.

This year YNAP will be introducing a structured process to enhance employee 
engagement. This includes improving knowledge of our business operations, 
how individuals contribute to the strategic objectives of our organisation and 
bringing the values to life.

In 2017 the company will also be introducing a new ‘Social’ programme which 
will be co-ordinated by a committee of volunteers from within the Group. 
Volunteers have been appointed from all levels of seniority and across all 
sections of the business. The committee will develop and run a social, cultural 
and communities programme. 

We are also working towards involving our employees in our new sustainability 
agenda, and we aim to improve transparency across the organisation and 
embed sustainability into our daily routines.

We care about our employees and their wellbeing and happiness is 
paramount to us.

We have started to introduce health awareness campaigns on topics such 
as managing blood pressure and how to quit smoking and we’ve seen 
improvements as a result. We have healthy eating initiatives, and offer 
organic food options in vending machines at our offices. We provide a direct 
assistance line to a psychologist to help support employees on issues they 
may be facing.

In 2016 we piloted a Summer Working Hours scheme to give employees a 
chance to manage their workload more flexibly from late June to mid-August. 
Following a successful trial in the US, employees globally (excluding shift-
based or customer-facing roles) were able to organise their schedule over a 
shorter week and leave the office at 1pm on Fridays.

We also organise wellbeing events including sports initiatives, and provide 
classes on yoga, meditation and dance, and help foster relationships by 
organising social activities including BBQs and drinks after work.
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Kids Day
We organise fun and educational days inside YNAP, opening our doors 
to our employees’ children giving them the opportunity to find out 
what their parents really do at work. Last year we hosted Kids Day 
in our offices in Italy, the UK, the US, China, Japan and Hong Kong. 

Children aged three and older received an office tour, participated in activities 
and games and enjoyed treats. We held workshops to enable children to 
express their creativity by developing an imaginative project. Children had 
the chance to be a photographer or model for a day and take part in a photo 
shoot.

For children under three years old, we organised storytelling and colouring. 
The days were a huge success and we plan to continue to host Kids Day at 
our offices each year.



DRIVING DIGITAL 
EDUCATION
Providing quality education is necessary to support the digital 
transformation of our business and the broader economy.

We believe education improves lives and we are committed to promoting 
knowledge in the wider community as well as our industry. Digital is impacting 
the fashion and luxury world and a shift is needed in education and training. 
At this time of soaring demand for digital skills, we share the challenges of the 
knowledge economy, and the onus is on us to respond. 

We have become a member of the European Commission’s Digital Skills 
and Jobs Coalition, set up to provide training for digital jobs to 1 million 
young people by 2020. The United Nations’ Sustainable Development Goals, 
the global agenda for sustainable development, also highlights the need to 
boost the number of people with the technical and vocational skills necessary 
for employment, decent jobs and entrepreneurship.

Our education programmes cover the whole lifecycle of learning: supporting 
the teaching of digital skills and bringing coding to the classroom at primary 
and secondary schools; incubating tech talent in secondary school students; 
in higher education, partnering with world-class universities such as SDA 
Bocconi School of Management in Milan to develop the abilities necessary 
for our industry. We also offer internships that provide students with career 
opportunities at YNAP.

We are extending our education initiatives by supporting the Elisa Sednaoui 
Foundation (ESF). YNAP hosted a fundraising dinner in Milan in March 
2017 for Funtasia in Italy, an ESF project that offers educational and cultural 
support for children in need. The programme is based on the development 
of self-esteem, team and solution-driven work for kids, youth and even adults. 
The ESF’s first cultural and educational centre is already operational in Luxor, 
Egypt.
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How we support education  
at different ages
We’ve developed an approach to education that covers the whole 
lifecycle of learning, from primary school to university and beyond.

Our education programmes aim to teach young people, of all ages, digital 
skills and share knowledge of luxury fashion e-commerce. 

#1 At primary and secondary schools we support digital training.

#2 At universities, we support the creation of new courses to provide the skills 
and abilities that are necessary in our business.

#3 From education into work: young professionals can get work experience 
and learn more about our organisation through our graduate internships. 
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Coding for schools  
in our communities
Learning to code is fundamental to understanding computing and we are 
promoting opportunities to teach children coding from the earliest age.

Our tech specialists entered classrooms in Italy and London as part of the 
global campaign: Hour of Code, an international initiative organised by 
Code.org to bring computer science and programming to schools. Millions 
of children take part every year through events held in over 180 countries.

Our digital teams taught code to approximately 250 pupils from primary and 
secondary schools. They led coding sessions for about 120 students from 4 to 
13 years old in Italy, in collaboration with the Golinelli Foundation in Bologna 
and the TAG Innovation School in Milan.

In London, we were involved in the Imperial College Coding Camp Powered 
by YNAP. Organised by the Department of Computing at Imperial College 
London, the programme teaches children the basics of coding. It involves 
children, with an emphasis on girls, aged 8 to 14 from low socioeconomic 
backgrounds in the London Borough of Hammersmith and Fulham. Children 
are invited to attend free coding sessions at the university campus, facilitated  
by Computing undergraduate students. 
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“WE HAVE A SIMILAR MIND-SET AND WE SHARE A 
LOT OF STRATEGIC PRIORITIES WITH YNAP WHEN IT COMES 
TO OFFERING THE CODING PROGRAMME. THEIR SUPPORT 
ALLOWS US TO EXPAND THE NUMBER OF OPPORTUNITIES 
AVAILABLE AND ENGAGE WITH MORE STUDENTS, ESPECIALLY 
FOCUSING ON THE WHITE CITY COMMUNITY. MOREOVER, 
YNAP BRINGS SOFT RESOURCES, HELPING US TO MARKET THE 
PROGRAMME AND CREATE A SOCIAL MEDIA CAMPAIGN FOR 
IT. IT’S ALSO VERY POWERFUL TO ENGAGE WITH THEIR STAFF 
AND UTILISE EMPLOYEES TO TALK ABOUT CODING AT YNAP.”

Professor Daniel Rueckert,  
Head of the Department of Computing,  

Imperial College London

“CODING IS AN EXCELLENT ENTRY 
POINT FOR STUDENTS INTO COMPUTER SCIENCE. IT 
HAS VARYING DEGREES OF DIFFICULTY AND CAN BE 
ADAPTED FOR A TRUE BEGINNER TO MORE ADVANCED 
PARTICIPANTS. WE HAVE ALSO FOUND THAT CODING 
IS VERY EFFECTIVE IN ENGAGING UNDERREPRESENTED 
GROUPS – SUCH AS FEMALES. COMPUTER SCIENCE WILL 
ONLY THRIVE THROUGH A DIVERSE COMMUNITY AND WE 
ARE DEDICATED TO ENSURING THAT HERE AT IMPERIAL 
COLLEGE LONDON.”
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Incubating student ideas  
and tech talent
Education is especially valuable when it connects to its real-life 
application in business. When our employees get involved it’s an 
enriching experience for them too.

YNAP is creating a talent incubator network, Talent in the Net, that lets 
schools, businesses and students harness their digital skills and generate 
ideas through shared learning, mentoring and work experiences.

The programme was launched in Italy in 2016 in collaboration with the 
Golinelli Foundation and employer organisation Unindustria, focusing on two 
schools in Bologna, the Salvemini Institute and Belluzzi Institute. For 2017, 
we’re looking to extend the format at other locations.

About 60 students will be supported by YNAP’s team for three years, 
alternating schoolroom and workplace experiences. The programme will 
teach students about agile methodologies and help them develop apps and 
websites.

“GETTING INVOLVED IN THIS 
SCHOOL PROJECT WAS SO REWARDING BECAUSE I SAW 
AT FIRST HAND HOW REAL-LIFE BUSINESS SITUATIONS 
STIMULATE THE LEARNING EXPERIENCE AND ADD AN 
EXTRA DIMENSION TO EDUCATION. A PROJECT LIKE 
TALENT IN THE NET IS A WIN-WIN FOR ALL INVOLVED 
AND GAVE ME GREAT FAITH IN THE ABILITIES OF FUTURE 
GENERATIONS.”

Federica Romagnoli, Head of Change Programme at YNAP  
and Talent in the Net trainer

Digital technologies  
of the luxury industry
YNAP has partnered with SDA Bocconi School of Management in 
Milan, one of the world’s leading business schools, to develop a new 
master’s course on digital strategy, marketing and e-commerce.

From 2017, a new master’s course on digital strategy, marketing and 
e-commerce course will be part of the university’s Master in Fashion, 
Experience & Design Management (MAFED). We are helping to design the 
syllabus and create a field project for students, and our managers will teach 
and contribute as guest speakers.

The MAFED programme was launched by SDA Bocconi in 2002 with 
Fondazione Altagamma, the association of Italian luxury brands. The idea 
for the new course stemmed from YNAP’s membership of Altagamma and 
participation in working groups related to digital aspects of the luxury industry. 
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“OUR STUDENTS ARE DIGITAL NATIVES 
AND COMPANIES EXPECT THEM NOT ONLY TO 
BE FAMILIAR WITH DIGITAL TECHNOLOGIES IN 
THEIR DAY-TO-DAY LIVES BUT ALSO TO BE ABLE TO 
DEPLOY DIGITAL SKILLS AND TECHNOLOGIES IN 
THEIR BUSINESSES. THE PARTNERSHIP WITH YNAP 
IS A GREAT WAY TO STRENGTHEN THE DIGITAL 
ASPECT OF OUR PROGRAMME.”

Emanuela Prandelli, Director of MAFED
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From education into a new career 
Students from top universities around the globe can gain solid work 
experience through our intern and graduate programmes.

We run an MBA Internship Programme, enabling students from leading 
universities to join us as interns each summer.

The programme in 2016 drew over 200 applications from around the world. 
Over 100 resumes were selected to produce a case study, of which 84 were 
submitted. The selection process led to us hosting promising students from 
Stanford, Harvard, SDA Bocconi, Chicago Booth, and London Business 
School.

We also have a Technology Graduate Programme, which includes a six-
month internship followed by a 12-month work placement. Participants gain 
a comprehensive understanding of our business, and professional experience 
in web development, business analysis, software testing, cloud computing 
and delivery management. The programme is open to graduates with a 
technology, computer science or engineering bachelor’s degree.

US: 35%

Spain: 11%

Italy: 28%

UK: 10%

Others: 5%

MOST BUSINESS  
CASE APPLICANTS 
CAME FROM:

France: 11%

Global reach of applicant pool

Laying the foundations for future career success – 
Meghana Gandhi joined YNAP’s post-merger inte-
gration team after getting an internship opportunity 
with the company as an MBA student.

 ▶ Tell us about your MBA programme
I completed my MBA at London Business School (LBS), concentrating in 
marketing and luxury management. I knew that after the MBA, I wanted to 
work in the fashion industry, and LBS had launched a luxury management 
course in conjunction with Walpole.

 ▶ What was your internship like?
It was fast-paced, and I had to get up to speed very quickly. In fact, I spent my 
very first day in a workshop on brand relations. Having interacted with people 
from across the Group was a huge asset when I joined full-time.

 ▶ What did you learn?
While I had previously worked on a merger and had experience managing 
projects, YNAP was on a much larger scale. Every day, I was learning how 
best to manage complex decision-making, push projects forward and ensure 
stakeholder alignment.

 ▶ What aspect of the internship made you want to work at YNAP?
Most notably, my smart, high-energy, curious colleagues, as well as the ability 
to work across countries and cultures. My boss was great about giving me 
ownership as well as many opportunities to interact with senior people in the 
business.

 ▶ What do you like most about your current role?
The project I am managing touches many different parts of THE OUTNET, 
which means that I work with and learn from people in different places and in 
very different roles, ranging from internal communications to merchandising 
and digital production. This has really deepened my knowledge and 
understanding of how the business works.
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