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Introduction
Recently, all over the world, people have been retreating to the traditional methods of healing by use of special herbs and roots from specific trees known to cure certain aliments. This is due to the many side effects associated with pharmaceutical drugs that are manufactured using chemicals. The traditional methods have been proven to be safer. Some are chewed raw while others are boiled, and other used as additives while preparing meals this is due to the sweet aroma produced by some of them other than the medicinal value. Young living took advantage of this gap in the health sector and utilised this process to come up with perfect herbal treatment. Young living is a multi-level company that deals with selling of essential oils (Young, 2017). It is located in Utah in the United Kingdom. The company also has another young living outlet in Chiswick, west London. 
1. The sector in which it operates, the size, structure and explain its goals, mission and values.
Young Living, whose mission is to avail Essential Oils to individuals all over the world, was founded in 1993 by Donald Gary Young. It operates in the health sector. It is a Multi-Level company specializing in the manufacture and distribution of essential oils and other related products. Its main base Lehi, Utah, but has other branches all over the world with a population of over three thousand workers. Its membership has grown to four million over the years. The company is guided by seven core values that include honesty, unity and respect for others, being open to change, excellent communication skills, offering unforgettable experiences to its customers, positivity and appreciation of their products and lifestyle by the members. Its five major goals dubbed five times five which translate to empowering five times more individuals, accessing an extra five million people within a duration of five years, taking care of the environment by curbing wastage in five years, expanding its market to at least five outlets each year and developing at least five corporate or private owned farms every year (Young, 2017).  Young Living’s distributors are organised into nine different ranks from the least to the highest namely: Star, Senior Star, Executive, Silver, Gold, Platinum, Diamond, Crown Diamond, and Royal Crown Diamond. These ranks are awarded depending on how much the members order through their wholesale membership. 
2. Identify its customers and what they expect from the organisation in terms of goods and/ or services.
Young Living products are consumed by people from all over the world who are keen on focussing on the natural methods if healing as opposed to the pharmaceutical drugs. Young Living properly takes care of its consumers by appealing to their sense of smell through Aromatherapy. This creates a unique experience to their customers by strategically placing their sweet spelling products in strategic places like the waiting rooms, other places like storefronts and restaurants. By placing them in store fronts, the sweet aroma is likely to make the customers spend more time in the store and end up buying these products ( Mattila and Wirtz, 2001).
They also make sure that they choose the right combination of oils for their consumers. This is more about the quality of the products they offer their consumers. While choosing the right oils and aromas to blend, they usually have a target audience in mind. With the right target in mind, they are able to meet the different needs of the different categories of consumers.
Other than the aroma, they also ensure that the ambience in the stores and other strategic places go hand in hand with the decor and the music. A research to investigate the relationship between sweet aroma from essential oils and the background music in a store front had a positive impact on those who entered the store. Actually the customer experience was enhanced. The study found out that combining a low arousal aroma for example lavender with slow paced songs in the store had a more positive impact on sales compared to a combination of the same Lavender with fast paced songs in the background. On the contrary a combination of grapefruit whose arousal levels are high with fast paced music in the background led to more sales than a combination of grapefruit aroma with slow paced music in the background (Mattila and Wirtz, 2001).
By manufacturing the right combinations of oils for different venues, Young Living has kept a strong customer base. A study indicates that strong scented essential oils has a more negative effect on the patrons in restaurants compared to the low scented essential oils scents, where the low scented ones had a more relaxing effect on the patrons, and the more time spent in the restaurants resulting to higher sales compared to restaurants that had strong scented essential oil products (Knasko, 1997). Hence Young Living knows how to take care of the different needs of the customers in various venues. For the traumatizing experiences like waiting on a doctor for treatment, Young Living ensures there are the right scents for the essential oils to be used in the waiting rooms of such facilities. Lavender is a good example of such a scent that reduces the anxiety as investigated by Kritsidima, Newton, and Asimakopoulou (2010).

Another study indicates that the right combination of essential oils reduces tension among strangers where if the right oils are used for example Geranium, people in a room exchanged more conversations and were not shy to look at each other directly in the eyes. They were more jovial, keen and relaxed due to the appealing smell from the oils. Oil that can serve this purpose is Citronella (Zemke and Shoemaker, 2007).
3. SWOT Analysis.
 One of the greatest strengths of Young Living Company is providing world class experience to the customers (Howard, 2018).  This is guided by one of its core value where the customers’ focus should be given a priority over everything else. One of the Young Living Policies is being effective in communication. This is in order to be able to deal with the consumers. Therefore, they speak well to their consumers and make them feel appreciated. The company has three channels of communication open round the clock to ensure that all the customer needs are met on a timely basis. These include live online chats, phone customer care when they call in and order their products or seek clarification and email customer care. By doing this the customers always have someone to attend to them at any one moment.
One of the weaknesses of the company is that it has not gone global since its main location in the United Kingdom (Walker, A., 2018).  People from other countries have to import these products which make them incur freight costs that make the products a bit expensive.
Young Living’s greatest opportunity is being the best company that uses essential oils to treat its patients through Aromatherapy as discussed in the previous paragraphs. The sweet scent which is inhaled by the patients brings both mental and physical healing. This method is holistic as compared to other methods of healing (Jezdic, Z., Vulinac, S.O., Racz, A., Kovacevic, I., Sedic, B. and Jadranka, P., 2018). In addition to this, since the oils are natural, there are side effects that are associated with the other kinds of drugs laced with chemicals. Their rate of absorption into the body system is fast, leading to faster healing compared to pharmaceutical drugs. This coupled with the fact that the products are cost effective, give Young Living a niche in the market since more people have embraced this method of healing over the years. However, if the consumers do not dilute the oils in their right proportions, it may have adverse effects on their skin due to reactions leading to wounds and black sports from the wounds (Lis-Balchin, 1999). This can permanently knock out the company from the market. In addition to these different products may work well with some individual and have negative effects on others. Hence a consumer who copies another just because the products are natural may end up doing more damage than good (Lis-Balchin, 1999). The company could also be threatened by other companies that offer natural methods of healing.
However, there are bigger chances of the company growing its market up to a level of 6.5% due to the many healing effects of Aromatherapy by 2023 (Yan, Wang, Cruz Flores and Su, 2019).
4. Explain about the role of the employees within the organisation and how they support the organisation achieve its goals.
At Young living essential oils there are various roles played by individuals in the global leadership team to ensure that everything runs smoothly within the organization. The senior vice president in charge of global marketing creates brand awareness around the world through strategic marketing. The other responsibility held by someone in this position is public relations. Through marketing, the company is able to reach its target population over the years.
The senior vice president in charge of publications and document review proof reads written documents before they are released to the general public. This ensures that the public gets the right information hence empowering it.
The senior vice president in charge of global sales operations is in charge of the sales of the company’s products. The one in charge of this docket ensures there is consistent flow of products from the company to the consumers. This ensures that there is no shortage, hence reaching their target market.
The vice senior vice president in charge of IT operations controls the information technology based projects and world wide security of all the offices globally and controls all the happenings of all the farms. This role helps the company achieves its goal of developing at least five corporate or private owned farms every year.
The senior vice president in charge of software engineering provides technologically based support and program development for retails and direct sales companies. This way the company is able to reach a great number of consumers. The vice president in charge of global manufacturing, fulfilment and strategic sourcing mans the activities in the manufacturing industries, warehousing. He ensures that high quality products reach the consumers. The deputy compliance officer is in charge of all programmes that empower the distributors and consumers of Young Living essentials oils. She also ensures that sticks to the company’s code of conduct and ethics and the legal frameworks governing the company. This keeps everyone empowered and through ensuring the legal frameworks are adhered to, the environmental laws are followed and hence saving the earth from destruction through pollution (Young, 2017)
5. Training and development and why this is important to organisations.
 Young Living Essential Oils Company ensures that there are constant trainings and development of its employees. Training and development of employees is very crucial for the growth of an organization since it equips the new workers with news skills and builds on the old skills for those who have been in the job for long. This enables them to be more effective in their service delivery; they become more productive and hone their leadership skills. Training also helps employees to work on their areas of weaknesses; consequently, their service delivery improves. Training also boosts the confidence levels of the employees by empowering them and making them feel valued and become more commitment to their responsibilities in the company and hence the company is able to achieve its goals (Young Living, 2019).
6. Select a role from your chosen organisation and explain the importance of this role to the organisation.
Customer service is one of the most important roles in Young living.  The employees are super friendly to the customers and they always ensure that all the demands of the clients are met. They are polite and responsive to all queries posed by customers. To ensure that all customers receive all the help they need, all the outlets have a receptionist.  Customer service department is important as it engages the customers and helps in retaining them. The communication with customers is effective and is given priority.  Their communication includes live chats, communication through emails and receiving phone calls (Young Living, 2019).
7. Skills and knowledge needed to carry out the role.
 Some of the skills needed to carry out the role of customer service include effective communication, active listening, patience, empathy, friendliness and ability to keep time among other things. Some technical skills are also needed to help in solving problems. The employee needs to have knowledge in Microsoft applications with ability to work with Microsoft word and excel with ease. On the other hand, they also need computer skills on how to operate on different browsers to facilitate online chats and replying to emails (Young Living, 2019).

8. Training and development requirements need to be considered. 
 The training and developments required in the department of customer service includes taking a communication course, computer basics course and a professional development course.  A communication class is important as customer service is all about communication. Computer basics facilitate replying to emails and organising tasks in excel formats. Professional development helps the employee to remain professional in all aspects.

Conclusion
In conclusion, it is clear that Young Living offers the greatest customer service by ensuring that there are open lines of communication through live chats, email and phone, they offer cost effective products, they prioritize the customers first and treat them in a manner that makes them feel appreciated, they offer high quality products with the right ingredients for various customer’s needs. In addition to this the great organizational structure and professionalism plays a great role in ensuring that everything runs well in the company for the sake of the consumer.
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APPENDIX 
TRAINING FOR YOUNG LIVING CUSTOMER SERVICE DEPARMENT
Training goals
1. To ensure that each employee can effectively communicate with customers.
2. To ensure that each employee remains professional to the client.
3. To have more knowledge on interpersonal skills.
Results
1. Effective time use when communicating with client thereby reducing delay.
2. Increased return customers due to efficient service.
Certificate skills covered
1. Communication Course
2. Professional development Course

	Time| Length
	Goals and Results
	Description
	Equipment and Material
	Comments

	2 weeks
	 Goal 1
To understand all the etiquette to employ in communication with clients.
	 Train members on the different types of etiquette to employ.
	Professional bodies on staff training.
Hotel venue
	Well covered.

	
	Results
Most employees became more sociable, patient and empathetic with customers

	
	
	

	1 week
	 To ensure all employees remained professional to customers.
	 Educating employees on what is professional when dealing with clients.
	Professional trainers
	Well covered

	1 week
	To gain knowledge on interpersonal skills
	 Teaching employees in the customer service department that effective communication, patience, active listening are necessary for smooth work flow.
	Professional trainers
	Well covered
All queries answered
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