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[bookmark: _Toc38909983]Introduction
Each and every business organisation has to face a lot of unique situations everyday which lead to different types of business problems. The systematic procedure of the solving the problem creates the value to the organisation. In this assignment, various aspects of the problem solving and decision making have been discussed from the perspective of Amazon’s communication problem at workplace. The problem is identified, analysed, different solutions are evaluated and the process of implementing appropriate solutions have been delineated accordingly.  



[bookmark: _Toc38909984]Overview of business: Amazon.com
Amazon.com Inc. is regarded as one of the largest IT giant companies of the world. This American-based multinational conglomerate company basically emphases on the e-commerce, artificial intelligence, streaming and cloud computing. It has more than 750,000 employees around the world. Amazon.com is considered as the most customer-centric organisation that offers millions of products or services. It focuses on the customer satisfaction, innovation and commitment to organisational excellence.      
[image: Amazon.com: Online Shopping for Electronics, Apparel, Computers ...]

[bookmark: _Toc38909985]The problem at workplace: Communication Problem
Effective business communication is the key to success in this era of globalisation, particular for the business organisations that operates in the service sector, appropriate internal and external communication is must (Madrigal, 2013). In this assignment, the identified complex problem in workplace is the communication at Amazon. The communication problem at the workplace of Amazon involves both the internal and external parties. For instance, the effective communication gap between the senior managers, between the manager and his / her subordinates, between the members of the team can be regarded as the internal communication problem. On the other hand, the issues arose due the communication gap between the suppliers and the procurement team, between the sellers and the customers, between the customer care team and the customers etc. can be categorised as the external communication problems. 
Since, Amazon is basically a service-oriented multinational organisation, the impact of the effective business communication is very huge. The communication problem at the workplace may affect the performance of the employees, their ethical and moral standing, and motivation as a whole. For this reason, the absenteeism and employee turnover may be increased significantly. The communication problem largely affects the team working because due to lack of the effective communication and collaboration, some of the roles and responsibilities may be left untouched and some of them may be done redundantly. Both of these situations increase the wastage of time and other resources of the organisation. The total impact of such ineffective communication at workplace costs the organisation financially and non-financially, including a decrease in the profit and brand value to the customers.    
   

[bookmark: _Toc38909986]Analysing the information on the identified problem: Core issues
The identified business problem needs to be analysed further in order to design the alternative solutions. Different tools and techniques can be used to analyse the problem. However, the communication problem at Amazon’s workplace has been analysed below- 
Analysis using Fishbone Diagram: 
According to the Fishbone analysis, there are mainly six categories of causes which results in the problem concerned. 
[image: Fishbone diagram graph ishikawa]
Figure: Fishbone Diagram 
Source: (Chittithaworn et al., 2011)
Personal: For the communication problem at workplace, the root cause can be defined as the person as they are responsible for communicating with each other. The personal quality, skills, expertise and experience largely affect the communication skills of the persons. 
Materials: It involves the requirement of materials but in this case, the communication problem largely caused by non-material issues. So, the effect of this factor is less here. 
Measurement: It involves the process of measuring the ineffective communication. It can be the measurement in terms of financial and non-financial effect on the performance of the organisation as whole. 
Environment: The environment can be regarded as an important issue in the communication problem. Here, the environment includes the organisation’s internal and external environment Chittithaworn et al., 2011).  
Method: It includes the reasons of inappropriate communication due to the use of inappropriate method. For the workplace problem at Amazon, it can be regarded as another significant reason for such miscommunication. For instance, the online medium of communication is faster than the offline communication medium. If any instruction is sent only by post or courier, it may take time to reach and thus any problem may arise due to late of this instruction’s arrival. 
Machines: The problem associated with the communication is regarded as a non-material problem. Therefore, the machine cannot be held responsible directly. But the inefficiencies of the machine used in the communication medium can be indirectly responsible for such issues. For example, if the server is down, the customer may not be able to communicate their product related issues on time. 

PEST Analysis: 
PEST stands for Political, Economic, Social and Technological factors that affect the business organisation (Gupta, 2013). In this case, it is analysed that how these factors affect the ongoing communication problems. 
Political factors: For the effective business communication, the internal issues of the business organisation are mainly responsible. But sometimes, the external factor like political issue may also affect the effective and efficient communication. For instance, any unstable condition may affect the electricity or internet connection. Any country may ban the access to a particular website from their country for political reason. 
Economic factors: The economic factor of the country affect the overall communication systems of that economy. However, due to the economic condition of the country, the telecommunication medium of the country may affect the effective communication at workplace of Amazon, especially in the second-world and third-world countries.  

[image: ]
Figure: PEST analysis
 Source: Self-designed
Social factors: The social norms and customs affect the communication significantly. As a large multinational organisation, Amazon has to deal with the people of different culture, language, social norms and practices. For this reason, the social factors paly a very crucial roles in this regard.   
Technological factors: The technological factors also affect the effective business communication at workplace, especially the mode of communication, the speed of communication, the collaboration and following up of the instruction can be managed through the implication of the latest technologies.   

[bookmark: _Toc38909987]Alternative Solutions: 
Training the employees: The problem at workplace mainly caused by the personal problem of the employees. The training and development program may increase the communication skills of all level of the employees.  
Using effective medium of communication: The appropriate medium of the communication needs to be used for different types of the communication. For instance, for the purpose of the internal communication, the mail and network can be used for each user. 
Ensuring the effectiveness of the communication tools and technologies: It is very essential that, all the customers or suppliers can communicate with the organisation when they need. For external parties, adequate level of the employees should be engaged to response the customer queries over the internet and website.
Monitoring and taking feedback after communication: For effective communication and collaboration, it is very essential to take the feedback from the communicated person to check that whether that person understands the requirements and act accordingly.  

[bookmark: _Toc38909988]Evaluating the Alternatives
Training the employees
Pros: As the communication problem is basically an interpersonal problem, so emphasise on this issue will be solve the problem of the communication (Mikkelsen, Jacobsen and Andersen, 2017). If the persons are alert regarding the communication, no other alternative may not be required. 
Cons: The training needs of different employees may be different. For this reason, it would be very difficult, time consuming and resource consuming to train each and every employee effectively. Moreover, if the employees do not apply their knowledge from training, the training program may not be effective. 
Using effective medium of communication
Pros: With the help of appropriate communication medium at place, the employees will be encouraged and obliged to follow the process and procedure for each type of the communication. 
Cons: Both the parties must use the appropriate medium of the communication otherwise the purpose of using those medium may not be served. 
Ensuring the effectiveness of the communication tools and technologies
Pros: For the advancement of the globalisation, the modernisation of the tools and technologies for the effective communication is imperative. For the organisation like Amazon, it is easier to implement. 
Cons: These are effective only after the facts that all the related parties are well-trained and well-skilled regarding the effective communication. 
Monitoring and taking feedback after communication
Pros: With the help of the instant feedback, the sender can ensure that the receiver understands the appropriate purpose, role and responsibilities regarding the matter communicated. 
Cons: It is very time consuming and may not be realistic or viable to take feedback instantly for each and every cases of business communication. 

[bookmark: _Toc38909989]Identifying the most appropriate option and recommendation: Training the employees
The appropriate solution to the problem should be selected based on the organisation’s internal strengths, weaknesses and external opportunities and threats to the business problem. For the multination organisation like Amazon, it has to operate in various geographical areas of the world where it has to communicate the buyers, sellers, suppliers and other parties with different culture, language, tradition and norms. To address these issues, there is no alternative to train the employees accordingly. Moreover, for the internal communication purpose, the effective and efficient communication largely dependent on the communication skills and knowledge of the employees themselves (Mikkelsen, Jacobsen and Andersen, 2017). Again, this alternative cover most of the other alternatives as well. Therefore, for both the internal and external purposes, the organisation must ensure proper communication training of the employees, regarding the customers handling, internal communication with the seniors and subordinates etc.   

[bookmark: _Toc38909990]Implementation plan
[bookmark: _Toc38909991]Stage one: Current situation
The current business communication environment at Amazon needs to be improved in order to eliminate the problems arising from the ineffective business communication. In the current scenario, the communication problems related to the team working and instructing the subordinates are as per the standard of Amazon.   
[bookmark: _Toc38909992]Stage two: transition
In this stage of the implementation, the organisation needs to adopt the most advantageous plan. From the above analysis, it seems that, the proper training of the employees will eliminate the ongoing communication problem at the workplace of Amazon. So, proper training should be offered to the employees by the expert and experienced personnel in the relative filed.  
[bookmark: _Toc38909993]Stage three: future situation
With the help of implementing the new strategies of training the employees, the effectiveness and efficiencies related to the communication will be increased in the organisation (Madrigal, 2013). Therefore, the performance of the employees as well as the organisation as a whole. 

[bookmark: _Toc38909994]Communicate the plan to stakeholders
Employees: The employees are the core to this change management. So, all the employees of the organisation must be informed about the new changes and training program regarding the effective business communication. 
Customers: Customer are the main reason for existence. The change of the policies and procedure should be communicated with the customers accordingly so that no future issue will arise due it.  
Sellers: Like the customers, the sellers who use the platform of Amazon are also important to the organisation. So, the proper way and procedure for the communication need to be informed by the authorities. 
Suppliers: The suppliers of the Amazon’s own products and services need to be informed as well regarding the changes in the policies and procedures. For the effective and efficient supply management, the communication and collaboration play very vital role.   

[bookmark: _Toc38909995]Monitoring and review
The performance of the employees and organisation due to the changes in the communication process can be monitored through the systematic process. The change management authority of the organisation will monitor the impact of the changes on the employees (Tang, 2019). For instance, the increase of the customers’ satisfaction, motivation of the employees, decrease in the employee turnover, increase in efficiencies of the resource utilisation and team performance.  

[bookmark: _Toc38909996]Conclusion
The business organisation faces different unique business problems in handling unique type demand of different customers. The diversified requirements of thousand of the customers and suppliers may not be satisfied with limited resources. However, a standard solution can be designed for each of the broad segments of the customers, suppliers, employees and all other stakeholders. 
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Introduction

Each and every business organisation has to face a lot of unique situations everyday which lead to different types of business problems. 

The systematic procedure of the solving the problem creates the value to the organisation. 







In this assignment, various aspects of the problem solving and decision making have been discussed from the perspective of Amazon’s communication problem at workplace. The problem is identified, analysed, different solutions are evaluated and the process of implementing appropriate solutions have been delineated accordingly.  
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Overview of business: Amazon.com

Amazon.com Inc. is regarded as one of the largest IT giant companies of the world. This American-based multinational conglomerate company basically emphases on the e-commerce, artificial intelligence, streaming and cloud computing. 

It has more than 750,000 employees around the world. Amazon.com is considered as the most customer-centric organisation that offers millions of products or services. It focuses on the customer satisfaction, innovation and commitment to organisational excellence. 







Amazon.com Inc. is regarded as one of the largest IT giant companies of the world. This American-based multinational conglomerate company basically emphases on the e-commerce, artificial intelligence, streaming and cloud computing. It has more than 750,000 employees around the world. Amazon.com is considered as the most customer-centric organisation that offers millions of products or services. It focuses on the customer satisfaction, innovation and commitment to organisational excellence. 
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Communication Problem at Amazon

Effective business communication is the key to success in this era of globalisation, particular for the business organisations that operates in the service sector, appropriate internal and external communication is must. 

In this assignment, the identified complex problem in workplace is the communication at Amazon. The communication problem at the workplace of Amazon involves both the internal and external parties. 

Amazon is basically a service-oriented multinational organisation, the impact of the effective business communication is very huge. 

The communication problem at the workplace may affect the performance of the employees, their ethical and moral standing, and motivation as a whole. 









Effective business communication is the key to success in this era of globalisation, particular for the business organisations that operates in the service sector, appropriate internal and external communication is must. In this assignment, the identified complex problem in workplace is the communication at Amazon. The communication problem at the workplace of Amazon involves both the internal and external parties. For instance, the effective communication gap between the senior managers, between the manager and his / her subordinates, between the members of the team can be regarded as the internal communication problem. On the other hand, the issues arose due the communication gap between the suppliers and the procurement team, between the sellers and the customers, between the customer care team and the customers etc. can be categorised as the external communication problems. 

Since, Amazon is basically a service-oriented multinational organisation, the impact of the effective business communication is very huge. The communication problem at the workplace may affect the performance of the employees, their ethical and moral standing, and motivation as a whole. For this reason, the absenteeism and employee turnover may be increased significantly. The communication problem largely affects the team working because due to lack of the effective communication and collaboration, some of the roles and responsibilities may be left untouched and some of them may be done redundantly. Both of these situations increase the wastage of time and other resources of the organisation. The total impact of such ineffective communication at workplace costs the organisation financially and non-financially, including a decrease in the profit and brand value to the customers.    
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Analysing the problem

Analysis using Fishbone Diagram: 









Personal: For the communication problem at workplace, the root cause can be defined as the person as they are responsible for communicating with each other. The personal quality, skills, expertise and experience largely affect the communication skills of the persons. 

Materials: It involves the requirement of materials but in this case, the communication problem largely caused by non-material issues. So, the effect of this factor is less here. 

Measurement: It involves the process of measuring the ineffective communication. It can be the measurement in terms of financial and non-financial effect on the performance of the organisation as whole. 

Environment: The environment can be regarded as an important issue in the communication problem. Here, the environment includes the organisation’s internal and external environment.  

Method: It includes the reasons of inappropriate communication due to the use of inappropriate method. For the workplace problem at Amazon, it can be regarded as another significant reason for such miscommunication. For instance, the online medium of communication is faster than the offline communication medium. If any instruction is sent only by post or courier, it may take time to reach and thus any problem may arise due to late of this instruction’s arrival. 

Machines: The problem associated with the communication is regarded as a non-material problem. Therefore, the machine cannot be held responsible directly. But the inefficiencies of the machine used in the communication medium can be indirectly responsible for such issues. For example, if the server is down, the customer may not be able to communicate their product related issues on time. 
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Analysing the problem (Cont’d)

PEST Analysis: 









Political factors: For the effective business communication, the internal issues of the business organisation are mainly responsible. But sometimes, the external factor like political issue may also affect the effective and efficient communication. For instance, any unstable condition may affect the electricity or internet connection. Any country may ban the access to a particular website from their country for political reason. 

Economic factors: The economic factor of the country affect the overall communication systems of that economy. However, due to the economic condition of the country, the telecommunication medium of the country may affect the effective communication at workplace of Amazon, especially in the second-world and third-world countries.  

Social factors: The social norms and customs affect the communication significantly. As a large multinational organisation, Amazon has to deal with the people of different culture, language, social norms and practices. For this reason, the social factors paly a very crucial roles in this regard.   

Technological factors: The technological factors also affect the effective business communication at workplace, especially the mode of communication, the speed of communication, the collaboration and following up of the instruction can be managed through the implication of the latest technologies.   
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Alternative Solutions

Training the employees

Using effective medium of communication

Ensuring the effectiveness of the communication tools and technologies

Monitoring and taking feedback after communication





Training the employees: The problem at workplace mainly caused by the personal problem of the employees. The training and development program may increase the communication skills of all level of the employees.  

Using effective medium of communication: The appropriate medium of the communication needs to be used for different types of the communication. For instance, for the purpose of the internal communication, the mail and network can be used for each user. 

Ensuring the effectiveness of the communication tools and technologies: It is very essential that, all the customers or suppliers can communicate with the organisation when they need. For external parties, adequate level of the employees should be engaged to response the customer queries over the internet and website.

Monitoring and taking feedback after communication: For effective communication and collaboration, it is very essential to take the feedback from the communicated person to check that whether that person understands the requirements and act accordingly.  
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Identifying the most appropriate option and recommendation: Training the employees

The appropriate solution to the problem should be selected based on the organisation’s internal strengths, weaknesses and external opportunities and threats to the business problem. 

For the multination organisation like Amazon, it has to operate in various geographical areas of the world where it has to communicate the buyers, sellers, suppliers and other parties with different culture, language, tradition and norms. 

To address these issues, there is no alternative to train the employees accordingly. Moreover, for the internal communication purpose, the effective and efficient communication largely dependent on the communication skills and knowledge of the employees themselves. 

Therefore, for both the internal and external purposes, the organisation must ensure proper communication training of the employees, regarding the customers handling, internal communication with the seniors and subordinates etc.   







The appropriate solution to the problem should be selected based on the organisation’s internal strengths, weaknesses and external opportunities and threats to the business problem. For the multination organisation like Amazon, it has to operate in various geographical areas of the world where it has to communicate the buyers, sellers, suppliers and other parties with different culture, language, tradition and norms. To address these issues, there is no alternative to train the employees accordingly. Moreover, for the internal communication purpose, the effective and efficient communication largely dependent on the communication skills and knowledge of the employees themselves. Again, this alternative cover most of the other alternatives as well. Therefore, for both the internal and external purposes, the organisation must ensure proper communication training of the employees, regarding the customers handling, internal communication with the seniors and subordinates etc.   
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Implementation plan

Stage one: Current situation

Stage two: transition

Stage three: future situation





Stage one: Current situation

The current business communication environment at Amazon needs to be improved in order to eliminate the problems arising from the ineffective business communication. In the current scenario, the communication problems related to the team working and instructing the subordinates are as per the standard of Amazon.   

Stage two: transition

In this stage of the implementation, the organisation needs to adopt the most advantageous plan. From the above analysis, it seems that, the proper training of the employees will eliminate the ongoing communication problem at the workplace of Amazon. So, proper training should be offered to the employees by the expert and experienced personnel in the relative filed.  

Stage three: future situation

With the help of implementing the new strategies of training the employees, the effectiveness and efficiencies related to the communication will be increased in the organisation. Therefore, the performance of the employees as well as the organisation as a whole. 
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Communicate the plan to stakeholders

The main stakeholders of this changing plan are as follows-

Employees

Customers

Sellers

Suppliers





Employees: The employees are the core to this change management. So, all the employees of the organisation must be informed about the new changes and training program regarding the effective business communication. 

Customers: Customer are the main reason for existence. The change of the policies and procedure should be communicated with the customers accordingly so that no future issue will arise due it.  

Sellers: Like the customers, the sellers who use the platform of Amazon are also important to the organisation. So, the proper way and procedure for the communication need to be informed by the authorities. 

Suppliers: The suppliers of the Amazon’s own products and services need to be informed as well regarding the changes in the policies and procedures. For the effective and efficient supply management, the communication and collaboration play very vital role.   
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Monitoring and review

The performance of the employees and organisation due to the changes in the communication process can be monitored through the systematic process. 

The change management authority of the organisation will monitor the impact of the changes on the employees. 

For instance, the increase of the customers’ satisfaction, motivation of the employees, decrease in the employee turnover, increase in efficiencies of the resource utilisation and team performance.  





The performance of the employees and organisation due to the changes in the communication process can be monitored through the systematic process. 

The change management authority of the organisation will monitor the impact of the changes on the employees. 

For instance, the increase of the customers’ satisfaction, motivation of the employees, decrease in the employee turnover, increase in efficiencies of the resource utilisation and team performance.  



12





The business organisation faces different unique business problems in handling unique type demand of different customers. 

The diversified requirements of thousand of the customers and suppliers may not be satisfied with limited resources. 

However, a standard solution can be designed for each of the broad segments of the customers, suppliers, employees and all other stakeholders. 







The business organisation faces different unique business problems in handling unique type demand of different customers. 

The diversified requirements of thousand of the customers and suppliers may not be satisfied with limited resources. 

However, a standard solution can be designed for each of the broad segments of the customers, suppliers, employees and all other stakeholders. 
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