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	BMSK6007 Project Proposal (Terms of Reference)

	PROJECT TITLE
	Problem-solving – An investigation into the causes, and remedies, for the problem of missed deadlines in responding to British Gas Vulnerable customers in distressed circumstances.

	STUDENT NAME & NUMBER
	 Louise Ricketts 1910919

	Organisational issue / topic to be investigated including boundaries and the purpose of the investigation.
	Working within a large energy industry you face multiple problems daily and see changes implemented regularly. This is to maintain a good business practices.

The student works on a team of 14 employees trained to deal with referrals from government bodies such as the Citizens Advice bureau, change works and the extra help unit, who report cases to the team to advise a customer who cannot afford to top up their meter and is off supply or due to go off supply. They then have 2 hours to respond to the customer and get the relevant paperwork back to the referring agent. 

Over the last 12 months, there has been an increase in referrals from the Citizens advice bureau putting strain on the only team in the organisation that is trained to deal with such complex issues.

With the previous price increase the team took on 2 new employees to help cope with the pressure, but after the news of even higher price rises to come in the energy industry, there is an opportunity to work smarter, rather than just throwing people at it, as it has now become apparent, the team will not be able to sustain the standard of work that is expected.
Deadlines will be missed, correspondence will not be sent to relevant bodies, and customers will be left with no gas and electricity for prolonged periods.

Many important boundaries in this line of work are often crossed due to the increased workload. it is not possible to take on too many cases in the hours you work, this is where deadlines are missed.

The problems the student needs to find a root cause to are:
Missed deadlines, team members are overwhelmed and stressed, calls going unanswered, targets being missed, customers not getting emergency help within 2 hours, and non-priority work taking longer to deal with. This is due to an increase in referrals from the extra help unit, which advised the student’s department in a meeting on Thursday 22nd September 2022, their referrals for all energy companies are up by 1128% compared to this time last year.

Any changes made must take into consideration the boundaries required working in this team, emotional and intellectual boundaries, as this job can be emotional, but you need to stay professional, have priority and workload boundaries, time boundaries and communication boundaries, (Michaels, 2021). 
Legal boundaries as we are dealing with Citizen’s advice bureau’s Clients, and training if extra people are going to be recruited.









	Why do you want/need to address the issue (problem, topic)?


	
Since the energy price rise on the 1st of April 2022, the referrals sent to the student’s team have increased, this has put a strain on the team and their stakeholders due to delays in customer contact and completed forms being sent back. 

The student wants to find a solution to take the pressure off the team, so their customers are not left without energy for longer than necessary.
No one should be without gas and electricity, especially with winter approaching, so spending time with each customer is important to educate them on what is available to them, this requires time which the team do not have due to the increase in referrals, and the issue is causing repeat referrals. 

The team members need appropriate time, to deal with each referral, this includes time with the customer, and completing paperwork that needs to be sent back to the agencies, for example, if the workload was reduced, they would complete each referral within the 2-hour time slot and clear boundaries would not be crossed. 






	What do you plan to accomplish with your project?
	The student plans to accomplish a bulletproof solution to get her team through the next two years and maintain good relations with the organisation’s customers, media, and stakeholders, such as the extra help unit at the Citizens advise bureau, which is responsible for sending the team all their customer referrals by telephone and email, which must be worked within 2 hours of receiving them.

Maintaining this good relationship with outside stakeholders will benefit the organisation by maintaining its reputation and brand.
If the company shows it helped its customers through one of the toughest times the energy industry has ever seen, it may encourage growth once the crisis comes to an end.

The student wants to identify the root causes of the problem, generate robust and sustainable solutions, and result in a truly capable process. This will result in the team members not becoming overwhelmed with cases, no deadlines are missed, all customer contact is made within the 2 hours, enough time is spent with each customer to avoid repeat referrals, and reports are sent back to Citizen’s advice bureau after each case is dealt with.









	What research methodology will you use and why?
	 
The student will define goals and objectives, refer to effectively used methodology, structure a plan to find resources to conduct her research, i.e., using the university library, arrange a meeting with the head of customer solutions, to gather statistical information to show the difference in how the team has performed over the last few years, and her knowledge from working in the industry and dealing with similar issues in the past.

The student plans to use mixed method-based research to collate qualitative and quantitative research to utilise concepts, beliefs, ideas, and statistical data to show the organisation why and where there is a problem, to come up with a solution which is cost-effective for the business and will work to keep the stage 4 EHU complaints department running smoothly.

To define the problem, the student will use Problem-solving methods such as brainstorming, looking at different diagrams and charts such as a process flow diagram, Pareto diagram, as well as other problem-solving methods and techniques, (Mcneese, nd).

To be able to measure the problem, there are some measurable ways of researching the issues within the organisation by comparing how much work the team has had over the last 2 years, this data will be gathered internally in a meeting with management and from internal databases.

To determine the root cause the student will use cause and effect analysis, and then select the best strategy to solve the problem.

Once a solution has been found an action plan can be developed and implemented. 
The results can be evaluated once the solution has been in place by monitoring the situation and gathering data over the first few weeks. Staying committed to continuous improvement and monitoring the situation will help keep the team on track.
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