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The idea of the paper is to present an effective view of the process of community engagement with the help of the service organisation. To efficiently understand the procedure, the organisation ABM Facility Service has been selected. The paper will discuss regarding the consumers and their expectation along with the role of the employees then the training and development provided to the staff members within the organisation.
[bookmark: _Toc26261408][bookmark: _Toc26266430]Organisational overview
The organisation ABM Facility Service has been set up in the UK since the year 1987, and they serve to almost more than 1500 locations including 65 shopping centres as well as 400 plus commercial location along with above 20 Airports(Building Maintenance and Facility Services, 2019). The head office of the company is located at George House, 75-83 Borough High Street, London SE1 1NH. The core value of the company is respect than the integrity along with the collaboration then the innovation and the excellence. The organisation is employed with more than 3500 skilled workers that provide excellent service to the consumers. 
[bookmark: _Toc26261409][bookmark: _Toc26266431]Customers and their expectation from the organisation
The organisation provides service to numerous people all over the country. They generally provide service to the retail sector then the airport sector and also to the common people. The primary expectation of the consumers from the organisation is to provide some of the most effective and valuable services to the people(Izogo, and Ogba, 2015). The consumers generally criticize or praise the consumers regarding their service for increasing their value within the marketplace. The people generally talk about the service where the organisation provides great service to their consumers by understanding their needs as well as their development process for maintain the value of the company. The consumers when to use the service they subconsciously go for the certain expectation level that the organisation desires to uphold for delivering some of the valuable activity within the field (Dabholkar, 2015). It is highly essential for the service company to maintain the static performance expectations along with the dynamic performance expectations of the consumers with the company. In recent years the organisation are expected to use advanced technology for maintaining the worth of the company as well as providing some of the best operational function within the market. The consumers expect that the company would provide their best to resolve the issues faced by the people.
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SWOT Analysis
	Strengths
	Weaknesses

	· The organisation have the cost advantages for their consumers
· They provide an effective communication system to their consumers
· Innovative working function
· Have strong brand equity
· They have loyal employees within the company
	· They have low research and development system
· They have a low market share
· The online presence of the company is limited
· Unable to tackle the challenges due to the new entrants within the market

	Opportunities 
	Threats 

	· They have the emerging market as well as expansion all over the world
· They even have the expansion in their service as well as product variation
· The response is quite quick provided by the company
· They have a strong reputation within the market
	· The level of rivalry is huge within the market
· Rise within the pay level of the employees within the market
· The currency fluctuation also provide a huge threat to the organisation



PESTLE Analysis
Political factor: The political condition of the UK is quite stable for the company ABM Facility Service that allows the company to develop its market and work effectively within the country. The organisation effectively maintains government regulation along with the rules and the regulation for providing a suitable service to the people of UK. It is highly effective for the organisation to arrangement with the circumstances and provides some of the vital activity within the field. 
Economic factor: The economic circumstance of the state is quite stable, and also they have a suitable GDP that allows the organisation to enhance its market value (Ekman, Raggio, and Thompson, 2016). The employment rate within the country is also high, and for that, it becomes much easier for the organisation to get some of the best employees within the market for given that the precious service to the consumers. The workforce productivity of the country is also stable, which allow the organisation to supply the best service to its customers.
Social factor: The country is having the diversified people, which allow the company to dwell with the various types of people and present the best service to the clients. The social concern of the people allows the company to expand its marketplace value and provide some of the effective services within the market (Dhar, 2015). The education level within the country is also high, and for that, they have the most effective value for maintaining the working function and the service development for the company.
Technological factor: The technological development in the UK is quite effective as it can be seen that the organisation ABM Facility Service effectively use some of the advanced technology for providing effectual service to the customers (Daniel, and Daniel, 2017). The organisation maintains the intellectual property as well as the protection activity for maintaining the working purpose within the marketplace. The organisation has effectively maintained the use of advanced technology for developing the value and the operational function within the promote.
Legal factor: The legal activity of the company is effectively maintained by developing a valuable and appropriate operational function within the marketplace. The organisation effectively maintains the employment act according to the UK local market and also the corporation act for performing its activity within the field. The organisation has the most effective value within the country for providing their most effective service to the consumers for maintaining the health as well as the safety of the employees within the country.
Environmental factor: The organisation develops its working function and their trade procedure effectively within the marketplace for dealing with the circumstances and also for developing the value of the company. The organisation effectively maintains the waste management activity along with the environmental regulation for protecting the environment and providing effective service to the consumers. It is highly necessary for the company to deliver an efficient working function within the market and perform some of the best worth for the clients.
[bookmark: _Toc26261411][bookmark: _Toc26266433]Role of the employees within the organisation
Employees play a crucial responsibility in the organisation ABM Facility Service where they are providing the best service to their customers according to their needs. Each of the staff members within the organisation plays a vital role where some of them directly deal with the consumers and others are working at the backstage of the organisation (Reid, and Sanders, 2019). The employees are also highly active within the organisation for achieving higher consumer satisfaction as well as loyalty within the market. Improvement of the consumers experience within the market is also performed by the help of the employees by providing the best and the most effective service within the market (Jayaram, and Xu, 2016). It is the primary fact that the staff members of the company develop their value and their industry process for maintaining the valuable operational function within the marketplace by analysing the need of the consumers and providing them with the best service. The staff members are considered to be the brand that provides the representation of the organisation and their service to the consumers. It is highly essential for the employees to provide some of the best value and service to the people and enhance the brand image of the company. 
[bookmark: _Toc26261412][bookmark: _Toc26266434]Training and development
Training and development within the organisation are one of the vital factors that allow the company to maintain its staff members and supply some of the precious activity within the market. Training is considered to be the systematic set up for the employees where they get instruction as well as information concerning the operational process within the market (Hee et al., 2019). On the other hand, development is considered to be the growth as well as the maturity of the staff members internally by providing them educational support as well as the mentoring process. Training is the short term process, but growth is the long term process. In the service sector, training and development are highly essential for enhancing the working function of the staff members and providing the best service to the consumers. Both the training and development is essential within the market for enhancing the presentation level of the employees, along with the approval as well as the morale of the staff members within the market (Memon, Salleh, and Baharom, 2016). The training and development program within the organisation even helps the company to address the weakness of the employees and work on it for improving the business process and operational function of the staff members.
[bookmark: _Toc26261413][bookmark: _Toc26266435]Select a role and explain the importance of the role within the organisation
The operation manager is considered to be the key personnel in the upper-level management of the company that ensures the effective performance level of the organisation. In the organisation ABM Facility Service the operation manager are highly effective for providing valuable service to the consumers and maintaining the business worth of the company (Hanaysha, 2016). It can be effectively seen that the complete movement of the company is highly associated with the role of the operation manager within the organisation. The primary role of the operation manager within the organisation is to maintain the financial information along with the budgets of the company and even they look after the inventory of the organisation. The operation manager plays a vital role in enhancing the performance level of the company by maintaining their activity and also by providing effectual guidance to the staff members (Hanaysha, 2016). It can be seen that the operation manager within the organisation permit the company to develop its value.
[bookmark: _Toc26261414][bookmark: _Toc26266436]Skill and knowledge need to carry out the role
The operation manager is considered to have a large set of skills as well as knowledge as they are one of the vital parts within the organisation. The primary skills that the operation manager needs to possess within them is the leadership than the conflict management, business negotiation along with the decision-making, people management, budget development and much more skills (Hanaysha, 2016). It is highly essential that an operation manager should have effective communication skills along with the motivational skill and even the awareness regarding the needs of the consumers both internally as well as externally. Moreover, it can be seen that the operation manager needs to have the flexibility to get adopted according to the situation and provide some of the vital decision within the market (Hanaysha, 2016). The activity of the operation manager is crucial for the organisation to perform its activity and make available some of the precious operational function within the market.
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[bookmark: _Toc26266437]Training and development required for the role
The training and development are highly essential for the new operation manager within the organisation to understand their activity and also to enhance their skill as well as their knowledge. Below is provided with an effective training plan template that allows the company for providing suitable training to the staff members.
Training Plan Template
	Training name: Communication enhancement
	Time: 240 minutes
	Training type: Induction Training

	Training goals:
· To ensure effective communication process within the organisation
· To provide suitable service to the consumers
· To maintain the activity of the staff members

	Results:
· Staff members have gained knowledge of using effective communication
· Consumers are satisfied with the service provided by the staff members

	Certificate skills covered:
· Good communication skill
· Good motivational skill

	Time/length
	Section goal/result
	Description 
	Equipment and material
	comments

	120 minutes
	Communication skill
	Effective communication skill and knowledge training is being provided
	The online video along with training from the senior management
	Help the staff members to enhance their value

	120 minutes
	Motivational skill
	Help to motivate the staff members within the market
	Online video and practical training
	Allow the staff members to work effectively
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The paper eventually concludes the fact that the community engagement within the organisation can be effectively developed by providing suitable training to the staff members. The paper also concludes the fact that in the service industry, the operation manager plays a vital role in maintaining the performance level of the company.
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