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[bookmark: _Toc520289414][bookmark: _Toc520289510]Introduction
According to Businessballs (2017), problem solving and decision-making are the essential skills for both personal life as well as business sector. Moreover, problem-solving frequently consist of decision-making. On the other hand, decision-making is particularly significant for leadership and management. This assignment includes seven key tasks. In the first task, a complex problem is defined in the workplace including its impact and scope. Then, in the second task, information is analyzed on the identified problem. After that, in the third task, a range of alternative solutions is proposed to the problem. Moreover, in the fourth task, a decision-making method is used to evaluate a range of solutions to identify the most appropriate solution. Next, in the fifth task, a plan is developed for implementing the solution. Furthermore, in the sixth task, a communication technique about the plan to the stakeholders is described. Finally, in the seventh task, proper monitoring and review techniques are assessed to ensure the successful implementation of the solution. 
[bookmark: _Toc520289415][bookmark: _Toc520289511]Company Overview
The chosen organization for this assignment work is Boots. Boots is the leading pharmacy managed beauty and health retailer in UK. Boots operates more than 2500 shops over the UK and Ireland. The founder of this retailer is John Boot (Boots, 2018). Moreover, Boots operates retail website as well as manages a loyalty card program known as Boots Advantage Card. The number of employees in Boots is 70,000 in UK and 1,900 in Ireland. Shops of Boots are usually located in the shopping centers and high streets. On the other hand, this retailer offers a number of health and beauty products as well as provides hearing care and optician services (Boots, 2018). The mission of Boots is to be the first position in pharmacy, health and beauty related retailer for caring the customers and community people. 
[bookmark: _Toc520289416][bookmark: _Toc520289512]1.0 Define a complex problem in the workplace including its scope and impact
Problem 
[bookmark: _GoBack]The term ‘problem’ is a situation or matter that is considered as the harmful or unwelcome situation and requiring to be overcome and dealt with (Merriam-Webster, 2018). For example, a person is going to a meeting which will be start within 30 minutes and the destination is 15 minutes from that person’s home. However, the engine of the car is cut out. Thus, this is the big problem for that person to attend his meeting in time. On the other hand, a problem is the unsatisfactory situation which is harmful as well as creates difficulties for the persons (Collins, 2018). 
Complex problem
Complex problems are the problems that are very difficult to describe as diverse people will have different opinions on the extent, nature or cause of the problems (Sustaining Community, 2018). For example, climate change is the complex problem. There is huge scientific bargain about the reduction of carbon emissions, and exactly this is not so tough to gain this issue. On the other hand, complex problems directly impact on the communities and the individuals. However, these problems can be addressed only but cannot solve completely. Complex problems often seem like to engage with the human dimensions. 
Simple model for problem solving
There are several steps of the simple model to solve problem which are given as follows:
1. Identify the problem
2. Create the alternative solutions
3. Evaluate and choose the appropriate solution
4. Develop action plan and implement the appropriate solution
5. Monitor the progress (CSEA, 2017)
Define complex problem for Boots
The chosen organization of this assignment is Boots. Boots is the leading pharmacy managed beauty and health retailer in UK. This retailer offers a number of health and beauty products as well as provides hearing care and optician services. Boots tries to provide best service for its customers. However, Boots customer service is very poor. Thus, poor customer service is the complex problem for Boots. Customers of Boots are giving negative feedback about the customer service. Customers are waiting for long times for any updated news. Moreover, customer service representatives are not friendly with the customers and do not solve any issues in time. Staffs do not interact properly with the customers for example sometimes staffs do not say hello, sir or thank you to the customers. On the other hand, customers do not find the products in the shelf properly. Furthermore, customers of Boots are waiting in the long queue for billing the products because the staffs are very slow. Sometimes the staffs of Boots are very rude and do not listen to the customers. Delivery process of Boots is very slow and sometimes products are not delivered in time. There is no effective Omni-channel customer service for the customers. In addition, customers face difficulties to return any products. These decrease the customer confidence and loyalty. These issues are become the complex problems for Boots and that is minimizing the performance level of customer service.
Scope and impact of this complex problem
Better customer service is the very essential part of any type of business organization. Customer service is also very important matter because customer service plays a significant role in a business. It is the leading pointer for developing the customer loyalty. On the other hand, this also identifies the customers who are unhappy as well as develop the sales revenue of the organization (EDUCBA, 2018). Moreover, good customer service of an organization attracts many new customers and develops the brand image in the competitive marketplace. Poor customer service has negative impact in the business areas. Because of this business lose its customers and lose their best employees. Then, an organization’s reputation is also damaged because of poor customer service.  Boots poor customer service loses its best staffs and because of this Boots customer service is in the danger point and its reputation is damaged day by day.
[bookmark: _Toc520289417][bookmark: _Toc520289513]2.0 Analyze information on the identified problem
The identified complex problem is the poor customer service of Boots. Different information and key word which are related to customer service is given as follows:
Customer Service
Customer service is an act of supporting of the needs or expectations of the customers by delivering or giving high quality, helpful or professional service during and after the requirements of the customers are met (McKinney, 2017). Moreover, customer service is the process to ensure the satisfaction of the customers by providing quality products and services. On the other hand, sometimes customer service takes place when doing transaction for the customers, for example returning any product or making sales (Investopedia, 2018).
Characteristics of good customer service
Customer service is the essential part for the business organizations. Good Customer service is achieving the desires or needs of any type of customer. A number of characteristics of good customer service are given as follows: 
Promptness: Promises is the core part of the customer service. Promises for products delivery must be done in timely (McKinney, 2017). Cancellations or delays of products must be evaded. 
Politeness: In customer service, politeness of the staffs is the essential matter. To say 'good afternoon,' 'hello,' 'thank you’ and 'sir,' are the good customer service’s part. If a customer do not get the proper behave form the staffs they are become demotivated (McKinney, 2017). 
Professionalism: In the business organization, every of the customers must be treated as professionally that means use of the skill estimated of professional. Professionalism expresses care for the customers. 
Personalization: Calling the name of the customer is an effective matter in making loyalty. Customers like this way (McKinney, 2017). 
Importance to have good customer service
Good customer service can lead to the great customer satisfaction. No matter how the size of the business organization is but good customer service means a lot (Bhasin, 2018). Good customer service has some importance in the business organization to achieve the goals and objectives which are: a) good customer service helps to increase the loyalty of the customers; b) it helps to increase the revenue; c) good customer service makes the customers repeat customer; d) it develops the brand image as well as creates reputation in the society; e) good customer service decreases the buying barriers etc (Bhasin, 2018).  
Skills that every employees need for better customer service
Employees of a business organization are the key parts who are directly engaged with the customer service. Thus, different skills are needed in the employees to create good customer service. First of all, employees must have the good communication skill (Ciotti, 2018). Secondly, they must have the ability to convince the customers. Thirdly, they must be friendly with the customers and have the ability to read the mind of the customers. Fourthly, employees have the clear knowledge about the knowledge of the products. Finally, employees have the excellent time management skill (Ciotti, 2018). 
Impact of Customer service
Bad or poor customer service drives the potential customers to other alternatives. Poor customer service has negative impact in the business areas. Because of this business lose its customers and lose their best employees (Zendesk, 2017). Then, an organization’s reputation is also damaged because of poor customer service.  Moreover, bad customer service decreases the reputation of the organization.
[bookmark: _Toc520289418][bookmark: _Toc520289514]3.0 Propose alternative solutions for the identified problem
The identified problem is the poor customer service of Boots. Boots is the leading pharmacy managed beauty and health retailer in UK. Boots operates more than 2500 shops over the UK and Ireland. The founder of this retailer is John Boot (Boots, 2018). Boots customer service is very poor. Thus, poor customer service is the complex problem for Boots. Customers of Boots are giving negative feedback about the customer service because they do not get the proper behavior of staffs of Boots, customers do not find products properly in shelf, delivery process is very slow etc. Thus, to overcome these problems a number of alternative solutions are identified which are discussed as follows:
Develop the managerial/ leadership skills of the manager
Manage of an organization manages all the activities of the business organization. Customer service is one of the activities. Mangers direct the staffs about how to maintain the customer service. Thus, it is essential to develop the managerial skills of the manager because if the manager is not active with his/her work the staffs also try to escape from the works (Wormley, 2018). To develop the managerial skills manager must take the leadership course. Moreover, manager must be organized and have the good decision-making skill. In addition, managers read different books and search on internet about managerial skills to develop managerial skills. Boots manager must develop their managerial skills to develop its customer service as well as direct the staffs properly.
Give training to the staffs
Proper staff training helps to achieve the customer satisfaction through customer service. If the customer is not trained properly there is occurred bad customer service. Thus, proper staff training is very essential. It is essential to give training to the employees per month or week to develop their performance in the workplace (YFS Magazine, 2017). Moreover, performance of staffs is evaluated by the manager. However, organization must e-learning program to train the employees. In addition, organizations give training to the staffs about the friendly behavior and how to talk with the customers as well as manage their problems properly. In terms of Boots, staffs of Boots are given training from the organization to develop their performance. This helps to increase the good customer service level in Boots.
Motivate the staffs
To provide the better customer service to the customers it is essential to motivate the staffs of that organization. Staff motivation helps to develop the customer service. There are different ways to motivate the staffs of an organization. First of all, it is essential to communicate with the employees properly about their problems (Jacoby, 2017). Secondly, staffs must be empowered by the manager and this helps to motivate the staffs. Thirdly, organizations must give opportunities to the employees to motivate them. Fourthly, organizations must give proper incentives to its employees to motivate them. Motivated staffs give proper customer service to the customers. It is the responsibility of Boots to motivate its staffs by giving proper incentives and several opportunities to develop its customer service and achieve the satisfaction of the customers.
Get feedback from the customers
It is significant to get both positive and negative feedback from the customers to identify how poor and excellent the customer service is. There are several ways to get feedback from the customers (Zajdo, 2017). First of all, organizations create a live chat session to directly get feedback from the customers. Secondly, organizations must call the customers to get positive and negative feedback from them. Thirdly, organizations can also get feedback of the customers from their website as well as social page. Fourthly, business organizations can do surveys on customer service and this helps to get feedback from them. However, organization can use the email surveys for the new customers. Thus, these processes help organizations to get feedback from the customers and develop the weak areas as soon as possible (Zajdo, 2017).  Boots must get feedback from the customers by doing survey, calling them regularly, monitoring the website and social pages etc. This helps Boots to identify the problems related to customer service and helps Boots to overcome the weaknesses to achieve its goals and target the customers. Moreover, Boots also develop the satisfaction and loyalty level of the customers by developing its customer service and increase the brand image as well as reputation in the competitive marketplace. 
Hire the right and skilled staffs
It is the responsibility of each business organization to hire the right employees. Employing with customer in the mind is the other step for the strong customer service. In addition, showing staffs and making sure that they keep the disposition as well as skill to develop the strong customer service environment which is significant (Lotich, 2016). Boots must hire the skilled and right staffs for the right position. A skilled staff knows how to give proper service to its employees. 
[bookmark: _Toc520289419][bookmark: _Toc520289515]4.0 Use a decision making technique to evaluate a range of solutions to identify the most appropriate option
Decisions are mainly two types: a) structured decision and b) unstructured decision. There is a generic normative model of decision making. A normative model describes ‘what is going on’ as well as ‘what will happen’ in the peak situations for the research object. This is the kind of the perspective model. Moreover, normative models permit to describe the existing functions or roles, understanding the preferences and establishing developed knowledge on the further models (Baron, 2017). Vroom created the normative model of decision-making to reveal the decision-making process’s effectiveness.
The complex problem of Boots is the poor customer service. Several alternative solutions are created for developing the customer service of Boots. From all of the alternative solutions the most appropriate solution is needed to find out. Thus, it is essential to evaluate the alternative solutions to find out the most appropriate solution. 
Develop the managerial/leadership skills of the managers of Boots
Management skill is the very significant skill that is needed for any kind of business organization. Without proper management system an organization is not succeeded in future. Thus, there are both benefits and drawbacks of developing the management skill to improve the customer service. Essentials of good customer service start as well as end with the employees of an organization. Customers always want to be helped by the knowledgeable sand confident staff and the staffs will be knowledgeable if the manager’s management process is appropriate (Duggan, 2018). However, there is lack of input of the subordinates. Without proper inputs of the subordinates the manager cannot gain the managerial skills. Boots sometimes focus on its employees but not all the time because the management process is not very strong and this fails to develop the customer service.
Give training to the staffs of Boots
Training and development process of the staffs is necessary issue for the organization to improve the customer service. There are many advantages and disadvantages of staff training. The advantages are: a) go ahead to the competitors; b) there is an opportunity to learn; c) it helps to grab the new talents; d) employees become self-confident and e) increased productivity (Reddy, 2017). The disadvantages are: a) waste of money and time; b) loss the interest of work; c) increased stress; d) leave for the new job etc. Boots tries to give training to its staffs to develop the customer service. However, Boots sometimes fails to give this because of money and time.
Motivate the staffs of Boots
Staff motivation is the great part of any type of business. Staff motivation has both positive and negative impact on the organization. The positive impact is staffs motivation helps to reduce the employee turnover and increase the productive and develop the customer service of the business. On the other hand, the negative impact is without proper staff motivation staffs leave the job and become demotivated that decreases the performance level. Boots rarely gives the opportunities to the staffs and value their thoughts. Thus, staffs are not motivated properly. 
Get feedback from the customers of Boots
It is significant to get both positive and negative feedback from the customers to identify how poor and excellent the customer service is. There are several ways to get feedback from the customers. Getting feedback from the customers has both advantages and disadvantages. The advantage is organizations can easily understand about their weaknesses through the customer feedback (Zajdo, 2017). However, the disadvantage is customers sometimes not cooperate with the organizations and do not give feedback. Boots customers are always give feedback to its website and social page. In addition, they also participate in the survey on customer service. Thus, this is the effective way for Boots to develop its customer service. 
As a result, from all of the alternative solutions get feedback from the customers is the best solution to develop the customer service of Boots.
5.0 Develop a plan for implementing the solution
	Task 
	August-2018
	September-2018 
	October-2018
	November-2018 
	December-2018

	Feasibility study 
	
	
	
	
	

	Define problems  
	
	
	
	
	

	Define aims and objectives 
	
	
	
	
	

	Implement the solution 
	
	
	
	
	

	Review and monitor 
	
	
	
	
	



6.0 Communicate the plan to stakeholders
Stakeholder
Stakeholder is any organization, person, society and social group that has the stake in business organization. Therefore, stakeholders can be both internal and external to business organization. A stake is the essential interest in the business organization (Grimsley, 2017). It can contain property interests and ownership, legal obligations or interests as well as moral rights. The key stakeholders of a business organization are customers, employees, shareholders, government, manager etc. 
The complex of Boots is poor customer service. Boots is the leading pharmacy managed beauty and health retailer in UK. This retailer offers a number of health and beauty products as well as provides hearing care and optician services. Boots tries to provide best service for its customers. Customers of Boots are giving negative feedback about the customer service. Customers are waiting for long times for any updated news. Moreover, customer service representatives are not friendly with the customers and do not solve any issues in time. Staffs do not interact properly with the customers for example sometimes staffs do not say hello, sir or thank you to the customers. On the other hand, customers do not find the products in the shelf properly. Furthermore, customers of Boots are waiting in the long queue for billing the products because the staffs are very slow. Sometimes the staffs of Boots are very rude and do not listen to the customers. Delivery process of Boots is very slow and sometimes products are not delivered in time. There is no effective Omni-channel customer service for the customers. In addition, customers face difficulties to return any products. These decrease the customer confidence and loyalty. To over these problems customer feedback is the appropriate solution. Thus, it is essential to communicate with the customers and also with the staffs to solve these problems. Boots can communicate with its customers through website and through the social pages including Facebook, Instagram, LinkedIn etc. Moreover, Boots can also communicate with its staffs about this problem about how to sort out these problems and also train them about these problems and who do not follow the rules properly should be fired. 
[bookmark: _Toc520289420][bookmark: _Toc520289516]7.0 Assess appropriate monitoring and review techniques to ensure successful implementation of the solution
The complex of Boots is poor customer service. Boots is the leading pharmacy managed beauty and health retailer in UK. This retailer offers a number of health and beauty products as well as provides hearing care and optician services. Boots tries to provide best service for its customers. Customers of Boots are giving negative feedback about the customer service. There are monitoring and review techniques to ensure that if the appropriate solution is properly implemented or not. The appropriate solution is getting feedback from the customers. The monitoring and review techniques are given as below:
Staff Observation
Staff observation is the great monitoring and review techniques to ensure the successful implementation of the solution. Boots implements the solution to develop its customer service. For this, Boots need to observe the proper performance of the staffs about the customer service. If any staff is not followed the proper procedures of customer service this staff will be fired. In addition, Boots also notice the development of customer service. If it is improved slowly, Boots must take other initiatives. However, if any staff does not understand the techniques properly Boots must train those staff. Thus, staff observation helps Boots to understand the successful implementation of the solution.
Customer Feedback
Customer feedback is the other monitoring and review techniques that help Boots to ensure the successful implementation of the solution. After implementing the solution customers must give feedback about Boots current customer service. By this Boots can easily understand its development of customer service. Thus, it is essential for Boots to monitor the customers feedback as well as communicate with its customers to clearly understand about the successful implementation of the solution. 
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This assignment includes seven key tasks. In the first task, a complex problem is defined in the workplace including its impact and scope. Then, in the second task, information is analyzed on the identified problem. After that, in the third task, a range of alternative solutions is proposed to the problem. Moreover, in the fourth task, a decision-making method is used to evaluate a range of solutions to identify the most appropriate solution. Next, in the fifth task, a plan is developed for implementing the solution. Furthermore, in the sixth task, a communication technique about the plan to the stakeholders is described. Finally, in the seventh task, proper monitoring and review techniques are assessed to ensure the successful implementation of the solution. 
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