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INTRODUCTION

Developing and using critical thinking as a student and future employee, in a small business or large organisation, is a vital skill, to dealing with workplace issues. Fundamentally, understanding and asking ourselves the question, what is critical thinking? And how does it help when formulating changes to make the workforce function more effectively?
According to (Brookfield, 1987, p.1), when one is a critical thinker, it is partially what it takes to become a person of evolution.  Critical thinking is something we should adopt, in which we can develop and keep in existence a thriving democratic view.
 Critical thinking, incorporates our beliefs, values and attitudes to analyse situations.  (Brookfield, 1987), also states people develop an air of doubt if a rapid resolution or basic answer to issues are given and to assertions to worldwide fact. 
The case study will address the issue of a customer who visited a popular attraction, and complained about the experience.  The study will compare the values, beliefs and attitudes of the staff members in the customer services department, in addition the emotional aspects.  The department is made up of three members, the head of customer services, the team leader, and the team leaders assistant.  Although there is a call centre that assists with bookings on line, they did not handle any direct complaints, this was always done in-house.  An important factor is to see what approach the department took why and what was the company’s stance on the situation, did the challenge affect the dynamics of the team and attitudes towards one another.  Were they able to stay emotionally detached.  There are five main management theories, Bureaucratic Management, this theory follows a strict set of guidelines and principles. 
Systems Theory, will discover systems undercurrents and limitations and effectively enhance where necessary using a modern outlook. It delivers an overall form of discipline in communicating, therefore it automatically attempts to go in a direction that will create a type of worldwide discipline.  This will then attempt to merge all the fragments together to create one complete ruling.
Human Relations, regards the department from a social aspect, alongside teamwork and dynamics. According to (Perry, 2017) The human relations theory of management began development as early as the 1920's throughout the industrial revolution. At that particular time, production was the main focal point of business. Professor Elton Mayo began his experiments to prove the significance of individuals for production and not machineries. 
Contingency theory, This, theory also has a modern aspect as it focuses on the existing situation.  It also looks at the external environment, making effective use of resources.
Scientific Management, refers to being strongly influenced by the environment, and relies on research. 
Management theories are put in place to maximise growth in production.
There are also two types of reasoning, Inductive, which will look at generalised conclusion and Deductive, that is based on facts.  These two elements play a major role in the overall investigations off this case.  Logic is also key component to an outcome, correct reasoning, 
that is rational and objective thinking.  The study will also look at what approach the department took, what would be more beneficial for the business.  As stated by,  (Bell, 2005)
Categorising a methodology as investigational, or as anything else, will by no means confirm that the methodology nominated by the team may not change to something else not usually linked to that format.  It is advisable to comprehend the gains and drawbacks of various styles that are the best suited method to the job.  
Giving and getting criticism while analysing performance may seem tough. For it to be beneficial, criticism must be fixed on a specific job in addition the business culture, which takes the focus off the employee therefore omitting self-justifying behaviour, as oppose to educating. As reported by (Avraham, 1996) it is recommended to intentionally run-through practices for direct updates, as these can be used for development, therefore fundamentally improving  understanding and expertise. Although (Avraham, 1996) have focused this article on a residential care home.  There is some vital information that can be extracted in most business forms using management theories.  As mentioned previously, the aim will be to look at the different theories used to action the plan and discovering if the appropriate strategy made a difference and if not, how could it have been done differently.  Being faced with adverse complaints and at times customers, it is advisable to look at each incident as a separate case and applying what strategy best suits the situation.   
The case study will also look at the effectiveness of systems, and how beneficial they are to the organisation.  What is a system? A system is a set of things or rudiments that interrelate, so that a specific goal is accomplished.  Systems Theory, the goal is to determine some systems forces at work, restraints and environments.  The main reason for this, will be so the organisation can enhance conclusiveness, given that the end state will be an open system. Sub units, for example amenities, employees, work groups and business, must work in harmony for larger systems to manage and work efficiently. (Anon., 2013) It has been recognised that businesses are multifaceted social systems; minimising the segments from the entirety limits the total efficiency of the business. This may differ from orthodox styles that are the core to individuals, structures, departments and units separated in parts from the entirety in place of identifying the interdependence between groups, individuals, structures and processes that allow a business to function. In addition, looking at sustainability what is the organisations ethos on creating a sustainable future, that will contribute to the ever changing dynamics of society.  
CASE STUDY 
The following case study involves a customer complaint, and will look at the areas that needed to be addressed to come to a satisfactory conclusion.  A customer emailed the customer services department, of a top tourist attraction, to complain about not receiving his tickets on time, blood in the toilet and being spat on by another guest as he descended the building.  Threatened to discredit the tourist attraction for his unsatisfactory visit, before allowing the customer services department to look-into the complaint.
The customer services department follow a strict protocol when a complaint comes in. Firstly, the customer is sent an email expressing the company’s sincere apologies, the customer is asked to email their booking details to enable the customer services staff to pinpoint date and time of booking.  The details are discussed within the team all the other departments are sent a copy of the email to ascertain whether a complaint was received in their department in the last few weeks.  The case study has been observed from the view-point of team member B.  Team member B was the newest member of the team and offered a fresh alternative to the decision making in the department.  
At this point, staff member A, is very systematic in his thought process, staff member A, looked at all the issues of the complaint separately and was able to observe that they did not fit the business protocol. Team member B, has empathy for the customer and is eager to please the customer in any way possible.  One of the beliefs of staff member B, is that the customer is always right, and was geared toward a Human Relation approach.  As a whole, the department is very proud of the tourist attraction and take great pride in receiving positive feedback.  The head of the customer services department, has a very bureaucratic way of thinking, and as long as the terms and conditions were met, she was not emotionally connected, but the department was confident that it would solve this complaint.  The customer was sent another email requesting his booking details to which he refused to give.  He then decided to change his story and proclaimed he purchased the ticket on the day. With this new information, the customer services department needed to contact the accounts department to locate any bookings on the day of the alleged visit.  Team members A, and B, start to doubt the validation of this complaint.  Team members A, and B value honesty and customer loyalty.  As they work closely together on a daily basis they believe in supporting each other, as they seek to protect the business. 
At this point, team member A, decided to use his detective skills to get to the bottom of the allegations.  Team member A, requested duty reports from all the team leaders. Team member B, requested all the security footage for that particular date, and time the visit took place.  The customer services department had to work hard to prove the accusations were credible.  All visitors that visited on the specific date, were emailed feedback forms.  There was no evidence of a complaint received from any of the guest, that visited that day, regarding the complaint. In the absence of evidence, the customer services department conveyed different attitudes toward the alleged customer and the complaint.  Staff member A, was now very suspicious and the element of doubt was securely set in their minds. The reluctance from the person complaining set alarm bells ringing. Staff member B, found themselves now, working to a systematic format also.  This meant that all the emails that would be sent from this moment on, by all staff members, would now follow a bureaucratic mind-set.  The staff were angry at the initial threats stated in the first email.  It was clear the customer thought that, this would unnerve the company to make it easier for them to gain compensation.  The guest seemed unsettled, as the emails that were sent on the company’s behalf showed that all the investigations the department carried out, were in depth. Taking another approach, the customer emailed in a photo of himself and another visitor on the top viewing platform.  This evidence was taken to the photo department to trace the guest who purchased the photo.  The original photo was found and at this point it was discovered that the guest who had complained had used the photo that was posted on social media and cropped himself in, to convince the visitor attraction that they had attended. In agreement with (Gainen, 1988) we are able to determine that until the details are available, all estimations are deemed equal.
Updating the head of customer services with the evidence and our final conclusions.  The head of the department, emailed the customer, in an attempt to speak with him, but he refused to speak to her. The air of confidence that was first felt by the customer in the beginning has now turned into an embarrassing defeat, of which would not be able, to be justified verbally. The head of the department was satisfied that this would be the end of the complaint.  Our Strengths were, knowing our current systems and the general overview of the sub systems. This enabled the department to systematically eliminate the exaggerated customer accusations.  
Weaknesses, having to push for the requested information, from other departments, which slowed down our processes.
Opportunities, the department can use this scenario, as a learning tool for new employees.
Threats, ensuring that the business is protected, by increasing security cameras in areas that  were not previously covered. 
This study, from the viewpoint of team member B, whom, from an emotional aspect showed empathy initially when the complaint was highlighted.  Culturally, it has been ingrained to give respect, where it is due, this is a fundamental value of which team member B used in this instance that influenced the attitudes used to analyse the complaint.  Team member B, had a change of attitude toward the complaint status, it would still be deemed as high priority, although negativity should not be detected in the correspondence.  As, unwritten rules play a major part in the department, infused with the staff manual you are given on your first day. As stated by, (McLeod, 2018), There is an additional group of workplace laws although they are not written anyplace. They do not only govern the manner in which way things are done, irrespective of what circumstance you might have been informed.  The workplace or department, similarly defines the culture of the company.  The unwritten law takes over where the staff manual ends. It was felt that the customer was owed nothing, but bureaucratically must be treated to the same efforts, as any other person. Time went on, emotions changed to anger and disbelief that a person would go so far to gain a free visit or any other form of compensation, or goodwill fraudulently. In the job role of team member B, it was to answer daily emails that came in, and that would be around two to three hundred a day.  A valid skill learned was to make the customer feel that they were the most important aspect of your day.  This was usually because there was an error with the tickets or payment system, and so certain attitudes became habitual.  As the workplace is somewhere you spend a vast amount of time at, it gives most of us a sense of belonging, so loyalty plays a major role, therefore, as a company everyone will do what they can to protect the business.  Culturally, team member A, was determined to prove his worth in the department to highlight, how strong of a character they were, as a team leader, it gave team member A, the feeling of being indispensable. His attitude was to work fast, robotic and to send as many generic emails as possible. There was a sense of robust competition between the head of customer services and team member A, the team leader, it was evident that he knew more about the system.  This highlighted the bureaucratic mind set which emulates, the work ethos of the team leader and the head of customer services department. 
It is clear to see that the head of the customer services department overall, wanted the team to take a bureaucratic approach to all customer cases that needed to be dealt with in depth.  It was that the team should be inflexible.  
In relation to the said case study, it is correct to say that the bureaucratic theory was the fundamental starting point for this particular customer complaint. It is a classic approach. Agreeably, one of  (Weber, n.d.) beliefs, is that this theory is the furthermost, effective system for a new or ongoing business.  So what is bureaucracy?  Bureaucracy is an organisations assembly, which are branded by work laws, standards, actions. A careful dissection of work tasks, transparent hierarchical pyramid with no form of personal communication amongst workers. 
Team member A, as team leader, used deductive reasoning, and in training team member B, this was emphasised when solving the case.  It was apparent that the customer was insistent of proving attendance at the attraction, therefore inductive reasoning was not a sure-fire approach. Logic, which focuses on ideologies of correct reasoning. It is made of the two types of reasoning previously mentioned, inductive and deductive. Deductive reasoning is based on facts known to be true. Inductive reasoning is not proven and gears toward a more general approach, you could say; you act on feelings and inner thoughts. (Goswami, 2011), states, Certainly, there is acceptance that equally inductive and deductive reasoning display notable continuity throughout our lifetime. Inductive reasoning and deductive reasoning are inclined by comparable issues which may be subjected to heuristics and prejudices, in adults and children alike. Team member B, believed in the human relations approach, the concept of this theory, based heavily on team member B, in choices of personal lifestyle and when in the workplace, balancing the dynamics within the team. In agreement with, (ERC, March 6, 2013) Culture is made up of the characteristics and temperament of the company, this is what makes your company exclusive. 
THE OUTCOME
Overall the was an excellent piece of investigative work.  In this instance it was not possible to use just one management theory.  This is true in general business terms, although it can be appreciated when a business uses only one theory to execute their end goal. The department managed to avoid their reputation being tarnished.  The head of customer services, was confident to let the other members of the customer services team.  The manager was very aware of the strengths within the team.  Our department de-centralised the other sub systems, for example the security team, photographic team, cleaning team, guest ambassadors, who show guests around the attraction.  All these sub systems were beneficial to the end result, but the emphasis was on the customer services team, as they were centralised to allow free flowing communication.  Using the bureaucratic theory first, would cover the business from a legal point of view, if the need arose.  It also meant that the manager was satisfied, from a hierarchical standpoint. Solving problems are time bound, and therefore a bureaucratic theory would maximise efficiency.  The systems theory was also incorporated in this study. It was used to build the case, using all the rudiments, that would interrelate to achieve the positive end result. 
Although it was not apparent at the time, another valuable tool is the ‘Six Thinking Hats’ created by (Bono, 2000) team member B, was wearing the Red Hat using intuition to problem solve, and at time swapping to the Yellow Hat, keeping and optimistic view point.  Team member B, wore the White Hat, the available data, and at times the Black Hat. The head of customer services was very comfortable with the Blue Hat.  Scanlon’s Theory, giving rewards, employee inclusion, creating stability, by working with management on creating new concepts. (Scanlon, 1972), this theory enabled the customer services department to build new systems.  Analysing and improving systems using SWOT analysis.
CONCLUSION
As previously discussed, in the case study, the impact on the department was a positive one.  The sense of achievement when working and supporting each other, gives way for a more productive and working environment.  The overall attitudes of the department employees seemed more open, a willingness to welcome new innovative ideas.  At certain periods critical thinking will effect the alteration of the exercise or notion that is being examined.  Employees negative critique on below standard managerial judgements, may be quite insistent on, representative support from the governing board.  To not have the ability to think critically would mean being content in our day to day arrangements, having a closed mind to the different values and cultures that make up our society.  It could mean the expectations that are obvious about realism are unquestioned as they already hold the position of personal facts.  According to (Brookfield, 1987), society cannot reach maturity minus the structural knowledge that set up all that they deem to be true.  One thing holds true the inevitability of modification The use of certain tools was beneficial to the department, the Six Hats theory, saved any confusion on the responsibility job roles.  Having a system in place to achieve a common goal, this allows for the sub systems to work harmoniously so that the larger system can work in a pro-active fashion. Some people see critique as a disadvantage, it can be questioned to its worth in a case study, how easy is it to confirm data validity.  Critical analysis can also be seen to affect the demeanour of the staff.  It is hard to remain positive when you are technically being stripped of your beliefs and attitudes to a specific job role and analytically, as it were, put back together again.  How do your values hold up to such scrutiny?  Behaviours, need not change but adapt, as adaptation is an important asset in your personal growth.  Within an organisation personal growth benefits the company, it aide’s in building a platform for social growth that can influence your future values.  Management theory, for example bureaucratic, it is the backbone on which the organisation builds itself.  It encompasses systematic processes to maximise efficiency.  The company allows the sub sections to branch out using different methodologies to action daily tasks and constraints.  How effective they may be, can only be determined by the end result.  The customer services department, may and at times, use the contingency approach, as the link between the visiting guests and the social media platform, is closely linked, for example the threat to discredit the company could have been actioned at any time, as the negative feedback world-wide.  The company made changes to monitor social media on a daily basis, as this is now the main point of direct contact.  Society thrive on being, able to ascertain whether a company and or their product will be beneficial.  People take a view of deductive reasoning, as confirmation to negative comments that are put on social media, with no sure way of knowing if it is valid criticism. with that being said, the customer services style of approach, takes a behavioural pattern, in which we are always seen as willing to help a customer of guest within a few moments of uploading their question or grievance.  Having the added ability to change using the Six Hats method, (Bono, 2000), enables us to treat individual cases at a more personal level. The humanistic approach, worked excellently in the department, especially dealing with the more mature customer, who refuse to be led by the changes in society regarding quality processes.  How sustainable is the visitor attraction? It is apparent that the use of plastic and glass was a major contributor to the guests wanting to visit and enjoy champagne at the highest level. On the other hand, however, recycling figures showed that the business was current in that aspect.  The value of the product brings is not necessarily helpful to the environment, but it allows you to appreciate where you live and work.  The company are hoping to provide sky gardens to encourage the local wildlife to inhabit them.  Training programs for future generations will be something that will be incorporated and not just the viewing platforms.  Giving back to the community by allowing free visits to less able, in the sense of financially and for those, whom a visit would be mentally beneficial. Another valuable asset is being exact. This will help your customers feel safe as the information you have given them will make the journey easier when going through the touch points of your company.  Swiftness, there is nothing more satisfying than dealing with a company that can resolve your issues in a limited time span.  Knowing your product will give the caller confidence in knowing you can give them a satisfactory conclusion. Following up on your actions is another benefit to running a company.  If it is not possible to deal with a complaint, updating your customer will refrain from negative confrontations, verbally or otherwise.  Having a discretionary rule, in which you can make the overall decision, without involving your manager is a skill that can be utilised as you climb up the ranks of the organisation, or a business of your own. Unified settings create a smooth and efficient work environment. Being able to communicate your feelings and values with your team, increases productivity.  Reduce tension by team meetings.  
[bookmark: _GoBack]Making choices in how you want your life and work life to be is an advantage.  According to (Johnson, 1998) educates you on how change can affect you, but it is how you deal with it and the processes that you incorporate to action this change, however drastic it may be.  Anticipate change, adapt, self-discovery will allow you to enjoy the realms of success.
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