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1.0 INTRODUCTION
This is an academic report for the completion of the course on problem solving and decision making to be submitted on 11th of dec,2020 which was compiled myself. The purpose of this report is to demonstrate how well I understand the importance of problem solving and decision making in an organizational setting and to analyze the current problem faced by royal mail using relevant analytical tools such as swot and pestle to gather information and to offer a conclusion and suggest option for the improvement of the case study (Royal mail). The research method will be a third-party resource from the library, royal mail articles and online websites. 


2.0 MAIN FINDINGS
Royal mail is a postal service and courier company in the United Kingdom, which was originally established in the year 1516, it is well trusted institution whose subsidiaries includes Royal mail Group Limited whom operates the brand mail(letters) and Parcel force Worldwide operating the parcels. It has over 162,000 employees and delivering over 14.0 billion letters and 1.8 billion parcels every year. They specialize in connecting business, customers and communities across the country offering a universal postal service. Today the postal service has experiences changes over the years and been partly privatized in 2013 and fully privatized in 2016 has made an operating profit of £694m (1% higher than a year ago.) However,41%of their revenue comes from a profitable parcel business. which has its ups and downs. Ofcom, is a postal service regulatory body that monitors the activities of their services.
2.1 PROBLEMS CURRENTLY FACED BY ROYALMAIL
There are various problems facing royal mail which ranges from the pandemic (COVID-19 19), Brexit, inefficient working culture, low competitive pressure, slow adoption of technology advancement. For the purpose of this report only one problem will be investigated. (Maund, Schriek, Tinkler, p.212) states that the first step to problem solving is ability to describe and analyze the problem. We cannot solve a problem without identifying what the problem is.
(Morgan,2017, p.298) also states that problem solving involves stages which is clarifying the problem, establishing the problem, causes and developing options and making the right choice.
2.2 NATURE OF THE PROBLEM IS: LOW COMPETITIVE PRESSURE.
According to the recent article of Uk parliament,2010, argues that royal mail is less competitive compared to their competitors who are in the postal business market. Royal mail is estimated as 40% less efficient than its main competitors. One of the rivals such as TNT post are in direct competition with royal mail because they both offer end to end delivery services (that is process of sorting and delivering mails to recipients), and this has caused a major concern to royal mail and TNT as expanded rapidly since April 2012.
Most competitors have received investment from the government and from private sectors giving them a competitive advantage over royal mail. The major challenge is the inability to compete and lack of ongoing investment is a major constraint to royal mail. Other competitors such as UPS, DHL, TNT, YODEL, HERMES also has large scale of operations and are highly efficient with click and collect services with use of technology advancement unlike royal mail who still operate in a traditional mode.
 Technology has taken over the postal service market whereby people prefer digital communication to send letter and mails than post. Parcel has become competitive in business and royal mail’s adoption to technology advancement has become a major challenge to stay sustainable in the market industry. Consumer behavior is changing, more has moved to online shopping, there is need for royal mail to focus more on parcel operations.
In one of the articles in financial times(sarah,2019) writes that there is bigger fall in mails and continuing collapse in letter volumes which is a big challenge to royal mail, and this has also affected shareholders.
 In recent news in (Guardian,2020) reveals that there is need for royal mail to rebalance their services to meet up with the technology advancement in postal industry, many parcels are sorted by hand manually, and the need to improve on outdated working practices and efficient delivery structure. Decline in mails has also affected their finances, a review by Ofcom. Royal mail has failed to recognize the pace of change in the postal and parcel industry. They equally need to modernize their services and improve in efficiency to keep up with customers changing needs.


2.3 SCOPE OF THE PROBLEM
This emphasizes how wide the problem had reach and who is affected by the problem. The problem affects royal mail both internally and externally. Due to decline in mails and letter which is royal mail original core of business, there has been a cut down in share price by 6% which affected the stakeholders, market share and value was low. Foreign and local investors are more interested with postal industry that has upgraded to new trend of technology innovation thereby their services are efficient and attracted to customers. They would rather invest in competitors who has no technology challenges than royal mail. It has also affected the community; people are patronizing other competitors who has efficient service and prompt delivery. Royal mail has stopped Saturday deliveries this has a negative effect on the environment.

              2.4 IMPACT OF THE PROBLEM
Since royal mail fails to recognize the pace of change in postal industry which has seen other competitors attracting their customers, there has been cut back in marketing spending. Staff redundancy as a result of management restructure and to save cost as profit sinks to 25%. There is pension deficit. Some stores were closed. There are poor working conditions of workers.
 Competitors are offering low price to services compared to royal mail which has resulted to low market share and revenue. There is financial instability whereby there are unable to cover cost of providing universal service. Lack of ongoing investment by investors. There is low respond to marketplace and customers’ needs operationally. (City AM, 2020)

 



3.0         PESTLE ANALYSIS ON THE MACRO ENVIRONMENT
The pestle analysis is listed in the appendix, for the purpose of this report only two major point that are relevant to the problems facing royal mail will be analyzed.
3.1: TECHNOLOGY FACTOR
According to (Maund,2017, p.107) states that technology influences the world. The impact of digitalization cannot be over emphasized. This is 21st century where there is technology evolution in business world, with advert of e-commerce, there is huge impact of technology in delivering communication services and parcel services. There is need to identify possible framework, technology advancement has compelled business market to adapt to innovative and focus on understanding how it has increase productivity.
Business operating e-commerce has captured new customers by offering reliable services at lower prices. Growing demand for E-substitution is in trend. Consumer buying behavior is changing rapidly, therefore royal mail needs to embrace this new challenge of raising their level of efficiency and breakthrough technology advancement to stay ahead of competitors and sustain their business.
Change in market operations and consumer behavior has accelerated as a result of pandemic, therefore royal mail needs to modernize their operations and adapt to parcel customers wants. Industry are fast moving towards automation in their logistics and operations to integrate flexibility and increase product range.
                                                    3.2:  SOCIAL FACTOR
The nature of society has an evitable on the industry in an environment and people. Having the right market target and segment and focusing on consumer need is important. Business practice must be adjusted to suit the demand of consumers and buying culture. Adopting of effective market strategies. Online shopping and e-commerce, buying behavior of the environment must be critically studied. Investment should be focused on trend over traditional products and services. There is significant market power between retailer and e-retailers.
Royal mail will need to understand the buying power of the population and been environmental conscious, having broader knowledge of the buying power and attitude of consumers.



              4.0    SWOT ANALYSIS ON ROYAL MAIL

The swot analysis is listed in the appendix, but for the purpose of this report, two Major points affecting royal mail will be discussed.
4.1                     STRENGTH: 
One of royal mail strength is their strong market position, they have been in the business for over 500 years and still valued by customers. They have large number of outlets in every city and community, their distribution network is strong all over the United Kingdom being the sole universal service provider in United Kingdom.
According to (Marketline,2020) their report states that the group operates across several subsidiaries and joint ventures. They have a leading position in United Kingdom postal sector and parcel force worldwide. They also operate in European countries, mainly through general logistics system (GLS)and it is globally connected.
They also offer broad service which operates through the Uk parcel, international and letter (UKPL)delivery their services and products under royal mail and parcel force worldwide brand. They have also invested extensively in training their employees which has resulted in high rate of employment, according to research, royal mail is one of the companies with high rate of employment in United Kingdom with over 150,000 workers. Their workforce includes people of different geographical entity, race and culture and educational background.
4.2                OPPORTUNITY:
(Schilling, 2020 p 2) states that technology innovation has expanded the level of competition in industries, this has enabled various range of services and products to be delivered to people worldwide. Technology innovation and advancement should be embraced by royal mail to sustain the business, due to the decline in letter volume, this is an opportunity to pace the trend in postal industry. Through the internet they can expand their presence and attract more customers. E-commerce is the new trend in business world, it grows the market and expands the network operations across the globe. Increase in target market due to the buying behavior of customers.
 People has switched to online buying; this is an opportunity for royal mail to acquire new technology machines and stay ahead of competitors. Study the customer’s needs and work towards it to grow the market and increase their revenue. Technology advancement helps to collect data and process it efficiently instead of the traditional way of services. This will improve their market operation and logistics.
Through this technology advancement, they can easily attract the investors both from state and federal.
Collaborate with new local markets by making them sell their products and introduce click and collect services.

	 

                     5.0.                                        CONCLUSION

                Change is constant in every organization and the ability to adapt to market structure is important to business development and productivity. Royal mail should constantly evaluate the market and the new trend in consumer needs and buying power. Preparing for and embracing change by investing in new technologies to be able to compete globally and meet these new challenges. Parcel industry is growing rapidly and improving efficiency in services rendered due to new technology advancement and innovation. Competitive pressure to improve services and become more efficient and slow adoption of technology advancement is a major concern for royal mail and has significant impact of the industry. With effective corporative responsibility and modernization strategy, royal mail will overcome every challenge for the growth of the organization. Strategic planning must be put in place to cope with increasing competition among rivals. However, to achieve this involves stages within the human resource management and teamwork. Integrating new technologies such as App development and cloud computing to achieve efficient service.
		
														




6.0                                                                 OPTIONS
According to (Watson and Reissner,2011 p 420) states that effective decision making involves ensuring that effective and efficient decisions are made by utilizing the most important key information. It is then therefore communicated to the key internal and external stakeholders. Problem solving is perceived as the satisfaction through implementation of ideas. Leaders in the organization will find it valuable to achieving organizational goals and objectives.
(Fifield,2012, p 77) emphasizes the importance of technology in organization, the use of computerization and automation helps with research and organization development. Technology innovation helps in coast costings.
Since it has been identified that lack of technology advancement is the problem facing royal mail, there is need to adapt to new marketing channels to maintain their reputation. Royal mail will need to invest in new technology machines to meet up with competitors and consumer changing needs. Letter has been substituted for digital emails, new marketing strategy must be adopted in improving their services and products. This will also help in automation of sorting parcels and products.
Another way of resolving this issue is the need for management restructure, training and development of employees to use the new technology advancement in their operations. Focusing on optimizing resources and improved trained range of training that will guarantee high performance and efficient productivity.
Set up a team that will strategize how to fight into the new pace of buying change, how to reduce cost and improve efficiency and recognizing the change environment of postal services and what is required in facilitating more growth in e-commerce.
Channel more modernization on parcel services which is on trend in the industry, there is high rate of growing consumer demand for parcel, therefore the management should embark on market research on changing needs of the population.
Another way of resolving this problem is by improving the working conditions of employees, give them incentives so that they can work effectively and achieve high productivity. Employees are very important part of the success of an organization. When they are motivated, there is tendency for performance to improve and increase finance position. Outdated regulatory framework should be eliminated within the organization.
Improve in customer service efficiency by providing low price and quality services for the consumers. Resources needs to be optimized. 

                                                                       



























	Decision implemented:
Working closely with managers and representatives.
Set realistic goals and objectives
Offer incentives to employees to boost their motivation.
Feedback.



	Monitoring the decision:

	Resources:  
The board of directors 
The team.
Team meetings 
Keeping track on performance
Data analysis.
Regular reviews and training of employees.





	Key Indicators:
Percentage of market share increase
Organisation performance strategy
Teamwork
Employee productivity
Commitment in meeting set goals and objectives.




	Targets:
SMART GOALS
Specific: who and what are they targeting
Measurable: how is the analysis tested and counted
Attainable: What is the measure of reality, the set goals how real is it to meet set objectives.
Relevant: is the valid result relevant to set goals.
Time bound: When will the outcome be measured?





	Data Sources:
Sales figures 
Statement of profit and loss
Market research
Survey.




	Reviewing the decision:

	(Write here how you will evaluate/review the problem. What questions will you ask
Is the data provided relevant and reliable?
What is the organisation clear vison and mission?
What are the measurable objectives?
What is the evidence of improvement?

HOW WILL IT BE EVALUATED
Assessment plan
Sustainability of results
Effectiveness and efficiency of services
Customer survey (how satisfied are they with new services)
Target setting
Evaluate the operations through feedback
Is consumer base increasing?
Is performance efficient.













	Communicating the Decision:

	Internal Stakeholders


Executives
Managers
Shareholders
Employees
Team representatives.













	External Stakeholders
Investors both local and international.
 Local and foreign Suppliers
Consumer base








8.0                          APPENDICES
SWOT ANALYSIS.
STRENGTH
WEAKNESS
OPPORTUNITY
THREATS
8.1 PESTLE ANALYSIS.
POLITICAL FACTOR (government policies (GDPR), taxation, instability, Trade restrictions)
ECONOMIC FACTOR (Exchange rate, labor cost, production cost, business practices)
SOCIAL FACTOR (consumer buying behavior, target market, demand and supply, Market strategies-commerce)
TECHNOLOGY FACTOR (technology advancement, innovation, new machines social media marketing, cost structure)
LEGAL FACTOR (Data protection policy, property right policy)
ENVIRONMENTAL FACTOR(recycling and waste management, traditional practices, technology    advancement, competitors.
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