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[bookmark: _Toc26150217]Introduction
Conducting analysis of any organisation requires some skills and competence for the researchers. It involves various researching and academic skills for a student. This assessment involves producing an outline proposal for an investigation into an organisation. For this purpose, Uber UK has been selected. With different analytical tools and discussion on different theories and their application, this assessment is being produced. Key issues to consider are overview of the organisations, its customers, industry it operates and its mission and vision. Explanation about the role of the employees within the organisation and how they support the organisation achieve its goals is also being provided. The concept of training and development is also being discussed. In addition, one of the job roles of Uber UK is also selected while analysing which roles and responsibilities that job requires. 
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Industry sector
According to Skok and Baker (2019) in many countries, Uber and similar services are commonly referred as ride-sharing company. Even if Uber does not maintain their own vehicles for transportation. Hence, the do not share their vehicles. Anyway, ride-sharing is more popular and used in mass-market so the company can be called a ride-sharing company. 
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Market size of the ride-sharing company

Globally rise sharing sector has a very bright future. At least the research and current projection indicates that. The report from Marketwatch (2019) shows that globally, currently, the market size is about $61 billion. Also, the report shows that the market has current CAGR of about 19.87%. At that rate by 2025 the market size may exceed $215 billion. So, it is a very profitable sector.
Uber’s structure, goals and organisational mission.
Uber does not have a very complex structure and most of their employees are IT people who maintain the app development. Another sector is their customer service. They also maintain a team for serving and monitoring drivers and users. Another team watch the financial aspects. The company also has a team for human resourcing. 
According to Dudley et al (2017), the company currently cover more than 50 countries around the world and 700 major cities. Within these areas, they provide coverage for more than 2 billion people. In simple words, their Mission is ‘We ignite opportunity by setting the world in motion.’
Uber takes its job very seriously. As a result, they have provided details of their intention and strategies in their website. 
[bookmark: _Toc26150219]Customers and their expectation from Uber
Most of the customer of Uber are adult people who need regular commuting but do not own personal vehicles. As a result, Uber UK offers a wide range of services for its customers.
Segmentation analysis can show the different customers of uber based on the customer attributes
	Geographic
	50+ countries,
700 cities
Target mostly major city areas.
Avoid Suburbs, semi urban areas.

	Demographic:
	Male, female, children, elderly people.
Age: all type of age 
Income: mostly middle-class commuters

	Behavioural issues
	Low-cost seeker
Convenience seeker
Time-saving commuters

	Psychographic issues
	Trendy commuters seeking the luxury of car travel



So, it looks like most of the commuters of Uber are middle-class people who usually don’t own a personal vehicle. According to Skok and Baker (2019), the company globally operate and UK is major hub of the company,  very recently the company lost license to operate in London because of safety issues. However, the company is going to appeal and will try to continue with their services.
Customer expectation: 
Uber should concentrate on meeting customer expectation as lots of customers switched from Uber to other ride-sharing companies. Their main allegations were Uber do no responsibly check the driver background which company says they do.
Uber should also engage the customer to the company and this is major problem of the Uber. Customer does now want just low cost but also expect to have a skilled driver and fit vehicles. This requires to regularly check the driver’s performance. 
[bookmark: _Toc26150220]Include a SWOT or PESTLE analysis to support your explanation 
Due to various issues of Uber, SWOT and PESTLE analysis may show the current state of the company. 
SWOT analysis: 
	Strengths: Uber is very easy to use and customer can easily find lots of nearby cars and other vehicles which no other platform offers that massively. Uber also has a greater number of drivers and except some issues against background check. 

	Weakness: The customers who are the most important stakeholder of the company frequently leave Uber services. This higher turnover rate is a problem for the company (Dudley et al (2017).

	Opportunities: Uber UK can utilise to expand in new vehicles type considering the need for such customers. For instance, Uber Bike in London could be a good opportunity. 

	Threats: Threats of Uber can come from new similar companies. In UK, lots of domestic ride-sharing apps exist which also poses threats.



PESTLE analysis
	Political issues: In the UK, there are lots of political issues going on that attract a lot of audiences and impact the country. The country is not currently at any major threats but they do check all the travellers visiting from different countries. Some of them may come legally and take Uber driving as a profession.  

	Economic issues: According to Dudley et al (2017), Overall economy of the UK, as some expert say, not so excellent considering the progress of various other nations. However, the per capita income of the people gradually increased. This indicates that the customers still have the capacity to spend on Uber services.

	Social issues: According to Skok and Baker (2019), UK is individualistic society and many people in the country still have their own vehicles. But people always need a ride from time to time to go to their workplaces, join classes, to visit a friend. 

	Technological issues: the UK has various tech startups that are working on developing their own ride-sharing apps. Also, the country has a very excellent tech infrastructure and most of the people know how to use internet and mobile apps. 

	Legal issues: According to Burridge (2019), currently Uber is going through allegations made by the legal authorities claiming Uber has developed a pattern of mistakes. they decided to cancel the license of Uber operating in London City. The company however made an appeal against that but time will say what happens to Uber. 

	Environmental issues: Environment is major issues that Uber takes seriously. The company currently does not give access to their apps to such drivers who own faulty and harmful for environment type vehicles. In fact, they also work on reducing polluting vehicles from their service. 
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As mentioned earlier that Uber maintains a variety of functional units. Each unit has employees with different responsibilities and they also possess different skill set. Different employees may work on different perspective but all togheter they serve the organisation purpose.
Here, the mission of Uber is to keep the customer and driver moving. For this purpose, the employees of the different department such as IT department develop app that connect the driver and customer. Also, the customer service department develops strategies and perform various duties to monitor the driver from their application to regular rides.  
The staffs at the Human resource department hire employees who are fit for every job of the organisation. As a result, Uber gets the right people with the right skill set to achieve its mission. Also, the employees at finance department seek the profit opportunity, investment opportunities. They also keep the company to avoid risks. 
[bookmark: _Toc26150222]Explain about training and development and why this is important to organisations 
According to Wirtz and Lovelock (2016), training and development are the processes through which an organisation inform, acknowledge, and take actions to develop the skills, knowledge and abilities of an employee. 
The importance of training is that it increases the skills of employees and that increased skills can be used to increase the output of the organisation. So, it can be said that training increases organisational productivity and performance.
Also, training help the employees to develop themselves and they can use that development for their next step in the career. Also, trained employees seem to be more loyal as training may seem like a caring matter to them. 
Training also increases employee morale because monotonous jobs make employees demoralised. With new training programs employees see new opportunity for their career and self-development. This is why it is important to train employees from time to time. 
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The selected job role in this section the Customer Care Manager at Uber. Customer Care Manager seeks the ways to take care of the customers of the organisations. They mainly seek to satisfy the customer before, during and after the sales.
Uber Support is the name of the customer care department of Uber which support the drivers and the passengers.  The importance of this job role it’s huge because it is an essential part of their service.
Firstly, the Customer Care department is the first response team to recognise and tackle any problem while using Uber service. Cook (2016) found that every now and then a customer face serious problem with drivers or a driver faces problems with the customer. Here, uber takes these problems very seriously to solve such situation.
There are also responsibilities of Customer care manager to recognise the claims such as insurance. They critically evaluate the customer situation to consider their claims. This is also a responsible service of Uber that shows values toward customers.
[bookmark: _Toc26150224]Explain the skills and knowledge needed to carry out the role. 
There are different skills that a Customer Care manager needs to possess to be effective in their jobs. These skills are given as follows:
Communication skill: According to Saks (2015), as customer care manager regularly communicates with the customer and driver, they need to have better communication skill.
People skills: Customer Care department directly work with the people who are either commuters or Drivers. When they communicate, they need to maintain a positive voice and language tone. 
Professionalism skills: As customer or drivers do not see how a customer care manager work but they only talk or write over the phone. In such situation it is important to maintain professionalism which can create a sense of trust among the drivers or customers. 
[bookmark: _Toc26150225]Explain what training and development requirements need to be considered. 
Determining training and development resolution: The first thing considers when providing training to an employee is to identify the training needs, the areas of development. After that, the trainer can decide objectives and select which training method will be best for them.
Finding training need areas: Here, the Customer Care Manager at Uber need to focus on some areas. These include providing refund to the customers, judging the situation and complaints based on their merit, developing produces to receive customer and driver feedback, finding out possible improvement areas to provide services.
Determining training methods: In order to determine the training methods, it is important to consider the nature of training needs. Here, on the job training method is useful to deal with regular and routine activities. Complex nature requires counselling and meetings.
[bookmark: _Toc26150226]Conclusion
The analysis shows that the industry sector of Uber is not like other companies even if it works in riders transportation. Uber does not have a very complex structure and most of their employees are IT people who maintain the app development. Uber is very easy to use and the customer can easily find lots of nearby cars and other vehicles which no other platform offers that massively. Currently Uber is going through allegations made by the legal authorities claiming Uber has developed a pattern of mistakes. they decided to not renew the license of  Uber operating in London City. Training programs target specific aspect of employees where they need to develop or to stimulate it. For developing the employees, Uber needs to consider the improvement areas and develop based on the nature of the development need. 
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