Power slides

Introduction

Hello, my name is Nicu Daniel Ilina student ID 2009572 and I want to share with you a problem of Uber that I noticed and what solutions and ways to implement, monitor and evaluate I have found.

Problem
The main problem identified in the report is the loss market value, sales and customers that Uber Eats has reported. This is due to several causes: poor customer service when it comes to dealing with complains, incomplete orders delivered, lack of customer service shown by the drivers, false promises when it comes to refunds, late delivery times.
Because of it the number of active users on Uber Eats declined to 1 million in March compared to 3 million monthly active users in the corresponding quarter in 2019.


Solutions
The gaining of insights into a problem can lead to a restructuring of that problem and the development of further insights into the solution of the problem (Proctor, 2009).
 I have identified a couple of solutions to the stated problem:
· Provide 24/7 fast and convenient customer service with omnichannel customer support.
· Offer an indulgent straightforward refund policy and use discounts when possible and make feedback part of your brand actively asking customers for feedback.
· Motivate drivers by setting up a reward plan based on customer feedback and loyalty and invest in customer service trainings for drivers.

Implement, monitor and evaluate the solutions.
Implementation monitoring and process evaluation emphasizes practical application methods presented as a sequence of steps within phases (Saunders, 2015) and implementation is the process through which an innovation is assimilated into an organization (Damschroder et al., 2009)
Resources:
· Sufficient experienced staff trained and aware of the geographical demographics.
· Up to date data base of customers, partners and employees.
· Up to date and accurate app.
· Customer trainings with feedback from your staff.
· Set up a system that will acknowledge driver performance linked to customer reviews.
· Online training in customer service for all drivers.
· Set up an efficient complain section on web/app in order to validate any possible future refunds.
· Simple and succinct feedback form. Feedback volunteered from customers as they interact with you, survey and social feedback, ethnography, and other sources of gathered input are assembled into one complete picture, presenting customer perception and value, stage by stage (Bliss, 2015)

Key Indicators:

· Employee skills audit (understanding your employee abilities and what further training is required)
· Reward scheme which will motivate staff to improve.
· Increased customer satisfaction.

Targets:

· Employees
· Existing customers
· Potential customers
· Partners 


Data sources: 

· Traffic received from your website/app which will help me identify the percentage of people that place or just browse the website/app – stats.
· Customer reviews – satisfaction and dissatisfaction of your customers.
· Geographical awareness.


Reviewing the decision:

After implementing the solutions found I will evaluate/review them using feedback forms from customers and employees. What outcomes did my implemented solutions bring? How did the customers received the changes made? How did the customer receive our response to the problems? Are the staff fully trained understanding the area they work within? Are the employees happy with the new changes? Are the partners fully cooperant and receptive to the changes made?




Communicating the decision:

Internal stakeholders:
· Employees
· Owners

External stakeholders:
· Partners 
· Customers 
· Suppliers 
· Communities
· Media
· Government agencies
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