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Introduction
       
         The origins of organisations can be found  from ancient civilisations where numerous groups of peoples, like armies and civic admininstrations, arranged as social structures, fact that would help colaborative activities to reach the desired goals. All organisations contain people, every people perform a role and the factor that can maintain or can interrupt the membership of the organisation, is the performance. The organisation has a collective goal to which all members enroll and all of the roles help the organisation to accomplish it.
Organisational goals represent generalized  intentions deducted from  the overall mission, and give a sense of direction which leads to the accomplishment of its aspirational  and challenging position sometime in the future.The organisational goals are usually further divided into realizable objectives which can help the managers with specific duties and responsabilities to obtain the desired results.
The overall objectives are then transformed  into specific activities that go fast through the organisation to the workforce who actually execut  the day-to-day tasks that produce the finished goods and services. Goals can be qualitative or quantitative in nature and provide the key elements in achieving the organisation’s vision.Campbell, D.J and Craig, T(2005)
The quality of the business environment represents an important  factor for countries’ economic expansion. Once with the incresing success of entrepeneurs and enterprises,  the entire economy prosper, the unemployment rate decreases , so people’s life style improves. Cepel, M.; Stasiukynas, A; Kotaskova, A. and Dvorsky, J(2018)
       The Whisky Exchange company  is a family business founded in 1999 and became now, in our days, the internet’s number one specialist retailer of whisky and other spirits, so every week they serve thousands of satisfied customers.  The whisky exchange company had a remarkable expansion over the past five years as a result of high recommendations from every happy client, based on the excellence of product, corect prices and reliability of prices.
The Whisky Exchange company  currently stocks nearly 3,500 whiskies, of which about 2,300 are single malt Scotch, whiskies , with 250 bourbons available and the remainer beeing made up of blended Scotch, grain, Irish, Japanesse and other whiskies from countries including, Wales, South Africa, India, Sweden and Australia.  Besides thies, there are more tha 500 rums, around 400 vodkas, more than 550 Cognacs/Armagnacs, 400 gins, 150 Tequilas and nearly 1,000 specialst liqueurs. About 9,500 of products are active on the site and available to order online any time and this number is growing as theycontinue to keep  the best of new products released every year. About The Whisky Exchange( The Whisky Exchange, 2000)
         In 2017, when he was ofering an interview for The Business Spirits, Sukhinder Singh, the founder of The Whisky Exchange was saying that “There’s a difference between online and brick and mortar customers because aged spirits, especially whisky, rum, Cognac and Armagnac, are extremely complex. So, unless they really know what they are looking for, consumers will need to talk to an expert, and that’s what the shop is for. If ‘beginners’ come to our website, we have maybe 1,000-1,500 standard whiskies that are available, and that can be scary. So the shop is important to our customers from an education angle.’’
It started from a team of two and after 20 years, The Whisky Exchange, became a company of around 250 employees,  including all aspects of their business , London Cocktail Week, Drink Up London, Whisky Auction,  Scotchwhisky.com, Speciality Brands, Speciality Drinks, and more. ( The Spirits News, 2017)
           As a result of all these changes of today’s employment conditions and psychological contracts employees need always to improve their skills and abilities, and for this all companies should create opportunities and provide resources to employees so they can develop their employability. In exchange the organisations will receive an increased level of productivity and commitment. An important factor in this whole process of development will be the leader or manager’s behaviour, which can help the employees succeed in today’s work environment, if the behaviour is a supportive one. The role of the supportive leader behaviour is to create a friendly and psychological supportive work environment, this way the employee’s need and prefferences can be satisfied. Sokmen, A.; Bitmis. M and Uner, M(2015)
My sister works as a line manager at The Whisky Exchange company, so with her help and her knowledges obtained in this time working  there,  I managed to realise the SWOT analysis of this company.
Strengths in the Swot analysis of The Whisky Exchange
· Reputation: Being known as the most popular online retailer for whiskies and other spirits, The Whisky Exchange has always kept its reputation of performing to high standards, by only purchasing spirits from reputable suppliers and carrying in house checks to make sure that all products are of premium quality. 
· Customer-driven : As a family owned business founded in 1999, The Whisky Exchange has always focused on enhancing customer engagement. Using events as The Whisky Show, Cognac show, Champagne Show, etc, to get closer to its customers. 

· Consistency: The website has always been consistent in, not just providing good customer service, being rated as 4.9 out of 5 on TrustPilot, but also by providing best products on the market and having the largest collection of Old and Rare Spirits in Europe. These are probably the reasons why the company has been able to win the trust and goodwill of their customers.
· Reliable service : The Company stands out by offering excellent service for their customers over the years and by keeping their online website up to date and informative. Very customer orientated, they offer their buyers many ways of finding what one could be looking for and are always looking for ways of keeping customers happy. 

Weaknesses in the SWOT analysis of The Whisky Exchange
· Supply-demand  balance: The demand has been very high for the old and Rare Products which has caused some issues for The Whisky Exchange as most of the Old and Rare items are not being produced at the moment. 
· Deliveries all over the world: Due to the nature of the goods, The Whisky Exchange has not been able to export their goods to all countries in the world which leads to some unsatisfied customers. 

Opportunities in the SWOT analysis of The Whisky Exchange
· Retail consumption: In comparison to the last decade, the number of parties where people consume alcohol that is hosted at home is growing and so are the number of consumers who prefer to have a drink at home than at a bar or a pub. This is increasing the online retail consumption of alcohol, a trend which is likely to grow.
· Growing popularity of scotch whiskies: Earlier, Scotch Single Malt was considered to be a drink only for people in Scotland. But the recent years have seen an increase in the sale Scotch Single Malts Whiskies as well as Single Malts to people all around the world.
· The popularity of flavoured gins and wines: In addition to whiskies, The Whisky Exchange has also offered a high selection of gins and wines to the market which are quickly becoming very popular.

Threats in the SWOT analysis of The Whisky Exchange
Some of the threats include:
· Competition: Some of the major competitors of The Whisky Exchange are: Master of Malt, The Whisky Shop, LMDW, etc. 

      Training and development represents an opportunity for all employees to develop their knowledges, skills and abilities but sometimes fiind these processes very expensive. Training has an important role in the accomplishment of an organisational goal and these days training is the essential factor in the business world because increases the efficiency of the employees but also of the organisation.
        Training and development helps in implementing the team spirit, team work and collaborations between teams and also helps employees to get the determination of learning. It also hepls in improving the utilizatiion of human resource and this again helps the employees to obtain the organisational goals and their individual goals. Mathur, A and Agarwal, P. K(2013)
”Training and development is seen as a crucial activity linked to HRD strategy by both practitioners and academics; it strives to ensure productivity and competitiveness with a focus on personal growth, organizational cohesion and financial improvements.” Rowland, C; Hall, R and Altarawneh, I(2017)
In The Whisky Exchange company training and development are discussed with staff on an on-going base to ensure skills are identified for current and future projects, and to mees the Company’s resource requirements, skill gaps also being part of discussions. Career aspiration debates are also taking place and realistic expectations are seted with the employee. Training and development programs are provided for every employee in order to improve and develop the skills and all the knowledges needed to accomplish the requirements of the job.
      Customer service administrator is the selected role from The Whisky Exchange company, that I choosed to analyse and describe.  A customer service administrator needs to provide good customer standards, to maintain high customer satisfaction, to offer product or service information and to solve any problem that customers might meet accurate and efficient. The role holder needs to be very flexible in order to accomplish the demands of the role.  The customer service administrator job, in The Whisky exchange company  comes with the following duties and responsabilities :
· to be able to take care of all incoming calls from 
· find  and manage customer needs to ensure satisfaction on orders placed
· communicate  with courier companies where service level agreements (SLA’s) have not been met
· manage  issues about damaged products, incorrect orders as well as delayed or lost packages
· keep evidence and ask instruction for all out of stock items
· check out payment issues
· give accurate, real and complete information by using the right instruments
· handle complaints, find proper solutions and alternatives within agreed time scales, ensure complaints are managed through to resolution
· help customers to find what they need
· upsell products where possible
· effectuate customer contact by  telephone calls, electronically and face to face
· give informations about the price and delivery in a proper 
· do customer verifications
· report any issues to the Team Leader
· follow up on customer reviews through Trustpilot and Google review sites.

The essential skills and knowledges needed to accomplish all the required task, include:
· confident telephone manner
· great  verbal and written communication skills
· previous experience of working as part of team in a busy customer service environment
· demonstrate a tenacious, pragmatic approach to problem solving
· ability to remain calm under pressure, remaining professional at all times
· show a proactive and ‘can do attitude’
· friendly and discreet personality
· ability to manage  complaints and handle with furious customers
· preparing  and organising own work load 
· [bookmark: _GoBack]systematic and detail conscious
· excellent IT skills including Excel and Microsoft packages.
Customer service administrator( Speciality Drinks, 2000)

Conclusion
     After thorough evaluation and assessment of The Whisky Exchange, we can see that the company had a remarkable evolution during the past years, becoming the most popular online retailer, for whiskies and other sipirts. The Whisky Exchange company always focused on enhancing customer engagement, organising many events where numerous spirits producers, brand owners and connoisseurs are invited.
Their website provides good customer service and also best products on the market, having the largest collection of Old and Rare Spirits in Europe. Even if it started from a small family business, the company has now around 250 employees, trained and prepared to offer excellent services for their customers and they are always looking to keep them happy and satisfied.
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