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[bookmark: _Toc535265305]Executive Summary
This research has expressed the problems of developing a relationship and workplace achievement in the CAPCO organization. There has analysed the information by using the SWOT analysis to define the internal environment of the organization. On the other hand, there has reviewed the PESTLE analysis towards describing the external environment of the organization. In the case of developing the plans to solve the problem, there has described the Fishbone diagram, but it also includes the ways to communicate the plans to the stakeholders. There has identified the development needs and expectations of the individuals in the organization. This research has included the appropriate monitoring and reviewing techniques so that they can ensure the successful implementation of the methods. There has also considered feedback from the workforces and customer satisfaction by setting up the key performance indicators. 
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[bookmark: _Toc535265306]Introduction
The organization has been able to boost up the performance through ensuring better working environment and it encourages the employees to work with satisfaction. The better working environment helps in meeting the expectations of the employees whereas it leads to the efficient performance of the organization. The employees can be able to maintain a good relationship with the supervisors through following the guidelines and structure of the organization. There has expressed the implication of organizational rules and regulations towards ensuring workplace achievement (Chu and MacGregor, 2017). The organization can achieve higher success as more they will establish a positive relationship within the work place. Through relating the organizational goals and objectives to the individual’s career can enhance the productivity in the organization. On the other hand, lack of relationship among the employees and managers can hamper in the production process. It has to maintain a friendly environment so that they can motivate the employees to give their best effort. The more employees will be satisfied, the more they will contribute to the effectiveness of the organization. The organizationhas to consider the employees as the investment rather than the costs which will allow the organization for taking steps to develop the relationship. The organization can increase their level of performance by maintaining flexibility in terms of making communication with the employees. They can understand and determine the needs and wants of the employees (Carruthers and Stege, 2013). There has found that the employee’s efficiency and satisfaction can run the operations of the organization to get maximum success. It also enables the organization to get competitive advantages. As human beings need an environment where they can feel like friendship and family, they give their best effort without considering their individual objectives. The better relationship helps the organization to relate the organizational objectives to the individual targets and desire for developing the careers. 

[bookmark: _Toc535265307]CAPCO Overview
CAPCO is an international leading firm that provides financial consultancy services around the world. The company mainly concerns services and technology for the last 15 years. The main area of activity of the company concerned with financial services. The company currently faces many challenges as the needs and demands of the customers are increasing over the years. The company is trying to developing new products and services so that the customers’ satisfaction level can be increased(Consultancy.uk, 2019). The company is adopting new techniques and plans for increasing the company’s level of performance.

[bookmark: _Toc535265308]SWOT Analysis
The organization has used this analysis in terms of determining the current strengths and weaknesses of the organization in the current market place. There has included the opportunities and the threats so that they can take the scopes for expanding their businesses as well as considering the threats to overcome the obstacles (Pizlo, 2017). They can take strategic decisions which will allow the organization for getting advantages ahead of the competitors. The CAPCO organization has considered as the leading consultancy organization related to the financial advice, managing the financial services as well as using the technologies to solve the problems in the industry. There has given the SWOT analysis of the CAPCO in the following way: 

	Strength
· They have established a brand name as well as reliable clients in terms of getting services.
· The organization has the benefits overhead as well as getting employment at a lower range of salaries
· The organization has been able to respond quickly to the needs of clients.
· They have the potentiality in making quicker decisions in case of any changes in the market conditions. 
	Weakness
· The existing workload of the organization is too high and they are focusing broad areas at a time to get higher customer value. 
· They do not have any pre-project planning in terms of making the decisions. 
· There has a lack of experts which lead them to face hardship in handling the customers. 

	Opportunity
· The organization has to focus on the advancement in the customer services.
· The relationship with the employees and customers should be developed.
· They can expand their business with the experts in various areas of the world as there havefewer barriers to face now.
· They could convert the existing services to the new markets which will allow them to get higher customer value.
	Threat 
· The stakeholders in the organization have less loyalty whereas it matters the financial balance and adjustment of the industry.
· There has been growing various competitors and they are facing the risks of larger competitors.
· The cost of the investment in the technology has increased which also increase the cost of services.


Table 1 Strengths, Weaknesses, Opportunities and Threats Analysis of CAPCO
Source: (Consultancy.uk, 2019)
[bookmark: _Toc535265309]PESTLE Analysis
In the organizations, there has analysed the PESTLE so that they can get information about the external environment of the organization and it has to understand towards operating the businesses in an efficient and effective way (Goldstone and Pizlo, 2015). There has provided the PESTLE analysis of the CAPCO organization in the following way: 

	Political
	The organization has to consider the govt. policies and stable condition of the political environment towards operating the activities. The political condition may influence operational activities of the company. The business should implement those plan that is politically viable. 

	Economic
	The growth rate in the interest rates and unemployment rates impact on the decision making of the organization. The economic environment changes time to time. So, it should be considered on a regular basis. 

	Social 
	There has to consider the age, lifestyle, cultural elements in the society to operate the functions. The social issues should be considered 

	Technological
	The advancement and cost of technology have influenced in making decisions for the organization.

	Environmental
	The climate has influenced in the business environment which ultimate impact on the operations of CAPCO.

	Legal
	The laws and regulations regarding the customer protection laws and health and safety laws for the employees have to maintain to run the business in an efficient and effective way.


Table 2 PESTLE Analysis of CAPCO
Source: (Consultancy.uk, 2019)
[bookmark: _Toc535265310]Defining Problem including Its Scope and Impact
CAPCO is a financial consulting and professional advice provider and currently it is facing some issues while operating the company. The most critical problem it is facing is that the service quality of CAPCO is not up to the standards and so they cannot reach the satisfaction level of their valued customers. Over last few years, customer satisfaction is drastically falling and so the customers are switching from this company (CAPCO) to its competitors which are very keen in providing the quality service. For the poor service quality, the cost of the customers has significantly increased and the profitability declined (Goldstone and Pizlo, 2015). This cause CAPCO to experience negative growth for last consecutive three years. The problem exists mainly in consulting service where the some of the most talented people recently switch their job for better compensation and work environment and then the company could not hire people of that competency and so fall behind. If this problem continues to exist, then the profitability and growth of CAPCO will severely be affected in the near future and in the long run, the company might not be able to exist anymore. For last three years, the company has experienced negative growth of 2% annually and the profitability has declined from 17% to 13%. Moreover, this problem is farther affecting the company-working environment. Employees of CAPCO are looking for good jobs to which they can switch because they have questions about the survival of the company. Other stakeholders are becoming reluctant to deal with it anymore regarding doing long term contract to take financial consultancy and providing other necessary services to CAPCO (Gunderson, 2017).










[bookmark: _Toc535265311]Developing plan for implicating the solution
[bookmark: _Toc535265312][bookmark: _Toc522952916][bookmark: _Toc531908504]Tools and models to apply: Fishbone diagram
Here, we will try to identify the main problem of CAPCO that hinders its pathway to provide better customer services and increase the goals and objectives of the organization. There are some related problems that actually increase the level of main problem. In order to identify and implement the proper solution, the main problems and its related facts need to be measured carefully (Perrewé, 2016).
[image: ]
Figure: Fishbone Diagram 
From the Fishbone diagram, it can be understood that the main problem of CAPCO is to deliver the outstanding customer services. The company could not be able to do the task because there are some other related problems that hinder its pathways to provide better customer services. First of all, the level of demands of the customers has been increasing over the years. The company should try to increase employee performance level to resolve the problem. Every organization should identify its area of innovation because it will help the organization to expand its sales level and improve the customer satisfaction level. The company needs to provide better financial consulting to the customer so that they always become loyal to the organization. The customers will follow those organization from where they will get better solution compared to the competitors(Aguinis and Lengnick-Hall, 2017). For example, there are different types of financial consulting business providing financial advice to the customers. The organization should identify the segment in which they should give extra focus and concentration to increase customer services. 
The following area of activities may help the company to provide outstanding customer services: 
Providing unique customer service: The customer will be loyal to those organization from where they will get outstanding customer services. CAPCO should observe the customer services provided by its competitors and develop unique services so that the needs and demands of the customers are fulfilled properly. 
Analysing the customers’ feedback: The customer may provide necessary feedback to the business that will help it to increase the level of performance and customer satisfaction. The company should create a strong channel through which the customers will be able to send their valuable feedback. 
Managing focus groups: The customers may provide valuable advice and insights about the organization if a focus group is arranged. The focus groups can be conducted time to time so that the customers’ updated feedback can be figured out quickly. There are so many negative things happening in the business which may not be identified by the managers (Carruthers and Stege, 2013). 
The employees of CAPCO should play a better role to deliver the best services to the customers. The customers may have different types of problems and the company should identify those problems and provide tailored solutions so that the problems can be eroded properly. 
Maintaining a proper organization structure: Proper organizational structure and culture enables the business to provide better customer services because it will allocate the resources within the business properly. The company will be able to meet the needs and demands of the customers if the organizational structure properly developed. Proper organizational structure and culture are needed for providing the best services to the customers. 
Working in teams: Working in teams is an effective solution for providing better customers services as the customers will get the best advice from the best team efforts. The main advantage with working in team is that the team members are working for a common purpose and they set a specific target for which they are working diligently.


[bookmark: _Toc535265313][bookmark: _Toc522952917][bookmark: _Toc531908505]Alternative solutions to the problem
CAPCO is well concerned about the employee-employer relationship management as the company has already identified that things should be improved otherwise it would not be possible for the company to maintain its goal and objectives properly(Chu and MacGregor, 2017). The company should focus on the following issues to improve current problems: 
Providing a positive working environment: A positive working environment increases the satisfaction level of the employee. It will help the employee to perform their required task and activity within a short period of time. So, the employer of CAPCO should consider how to improve the working environment of the organization. 
Providing reward and recognition: The employee will be motivated if they get proper reward for their tasks and activities. The employer of CAPCO should provide different types of reward and facilitate different recognition program so that the motivation level of the employee can be increased(Pizlo, 2017).
Employee engagement program: The employer of CAPCO should also consider how to increase the employee engagement program so that the level of engagement of the employees will be increased. The more the employee will be engaged with the working environment, the more output can be generated from their effort. 
Developing the skills and capabilities of the employee: CAPCO should try to increase the employee skills and capabilities level by introducing different types of workshops, seminar and other programs so that the skills and capabilities of the employees can be increased. It will also help the employer to reduce the cost associated with producing per unit of products as the employees will produce more products with less effort(Reed and Learning, 2014).
Observing the job satisfaction level: The employer should observe the job satisfaction level of the employee because the job satisfaction level will determine how much effort the employee will give for the organization. If the employee gets proper reward and recognition, their job satisfaction level will be increased properly. 
Increasing the level of effective communication: Effective communication is essential for building well-structured employer-employee relationship management. There should be a proper communication channel or medium through which the employer will deliver their information to the employees efficiently and effectively(Luger, 2009). Effective communication system will reduce the lag time and increase the performance level of the employee.
[bookmark: _Toc535265314]Indicating the best solution to be taken forward by the CAPCO and why:
The company should use latest technology and tools so that the employees could make better decision within a very short period of time. The effectiveness of different management practices largely depends on the efficiency of the management and overall business environment. The effectiveness of various management practices in CAPCO in terms of raising organizational profit and productivity are as follows: 

CAPCO follows various retention plans, compensation package, incentive plans etc. to retain the best employees in its organization so that it can run well in the competitive environment. It also helps to minimize the cost associated training the new employees which actually reduce the total cost of the company and maximize the profit. 
The human resource management of CAPCO also distribute the jobs to its individual employee based on their skills and performance level. The company also modify the compensation packages for the employees based on the changing situation in the market. The company employs these activities to increase motivation level of the employees that will also increase the performance of them. 
The company follows different possible ways to increase the relationship with the employees. Because their loyalty to the organization is critical to its success. CAPCO always ensures the free flow of information among different parties so that the ideas can be shared very easily. The employees also can understand the activities of other employees. 

[bookmark: _Toc531908506][bookmark: _Toc535265315]Communicate the plan to the shareholders
The shareholders are always expecting to increase the market price of the share. In other words, the expectation of the shareholders will be fulfilled if the wealth maximization goal of the company is accomplished. The shareholders will appreciate those plans that will increase the company’s level of wealth (Reed and Learning, 2014).
Preparing the plan: The overall plan should be combined in a single platform so that the shareholders get the overall idea about the plan. The plan should include the cost and benefit of the identified actions and its probable impact on the organization. The information should be distributed in such a way that the respected parties could find out the relevant information that will make a strong impact on the profitability of the organization. 
Arranging the presentation: CAPCO should deliver the information by using proper presentation tools and techniques. The presentation will be helpful for providing the most relevant information to the intended parties(Rees, 2008). The presentation will cover the main points of the plan and its impact on the organization. The topics of the presentation should be provided in a summarized and concise manner. 
Concentrating on the needs of the audience: The needs and expectations of the audiences should be figured out and the core message related with the expectation should be provided so that the audiences are interested to listen the words of the presentation. 
Showing relevant data and statistics: The presentation should be given with both qualitative and quantitative data and information. The quantitative information is needed because it helps the audience to imagine the outcome of the plan properly. So, the relevant and statistics should be provided along with the core message so that the audience could get the message properly(Richardson, 2007).

[bookmark: _Toc535265316]Assessment of Monitoring and Reviewing Techniques for Ensuring Proper Implementation
Assessment of the monitoring and review techniques is one of the most effective tools to improve the effectiveness in implementation of new plans and programs. Because after robust assessment of these techniques, the management and employees of an organization becomes known about which tools should be used next and which are not. Assessing the monitoring and reviewing techniques improve the long run performance of a Company and it is much more effective for the companies which provide services rather than manufacture products. As a financial consulting and professional advisory service provider, the importance of the effective monitoring and reviewing techniques is very high for CAPCO(Goldstone and Pizlo, 2015). So, for long term growth and profitability of CAPCO, the top management must ensure that the best possible monitoring and review techniques are in use. How the monitoring system should be developed and how these monitoring techniques are assessed as a part of the process are delineated below with examples, graphs and charts where necessary:
[bookmark: _Toc535265317]Designing Appropriate Monitoring and Review Techniques:
The monitoring and reviewing techniques must be compatible with the plan and implementation of that plan. The level of competency needed to complete the task is also a variable in defining which technique will best suit the situation. For consulting service providing companies, the success of the implementation of the plan and programs of solving a problem largely dependent on how the level of satisfaction improves because of this and how the profitability and growth are affected for these solutions (Chu and MacGregor, 2017). As the most critical problem of CAPCOis their level of service that can not reach the customers’ expectation, so they need to improve their service quality to a great extent. So, through a thorough understanding of the services and customers of CAPCO, the top management needs to develop some monitoring and reviewing techniques. For CAPCO, the management should assess the customer satisfaction, the performance of the employees as it is easy to measure the performance of the employees working in financial consulting industry and finally the profitability and growth of CAPCO itself.

[bookmark: _Toc535265318]Implementing and Assessing the Monitoring and Reviewing Techniques at Certain Interval:
The top management assigned to apply the monitoring and reviewing techniques should apply them at certain interval and as time goes the interval should be less frequent. For CAPCO, the level of satisfaction of the customers must be improved drastically by next one year because in financial industry one year is the minimum time horizon. The mission, vision, external environment and other factors must be considered while applying those monitoring techniques(Gunderson, 2017).

[bookmark: _Toc535265319]Ensuring the Fundamentals of Solving, the Problems are working in Line with the Solution:
For CAPCO, the problem is that their service quality is not up to the standards and does not reach the expectation level of the customers and for this they need outstanding service from the employees to provide it to the ultimate customers. The fundamentals of this problem and its solution are how the quickly the company can response to queries of the customers, how efficiently, they can give financial advice to the valued customers and how much profitability can be achieved for the customers through better management of fund and effectively managing the cost(Perrewé, 2016). So, the monitoring team must ensure that they have properly evaluated all these issues so that they can ultimately improve their service quality.

[bookmark: _Toc535265320]Reviewing Results and Prescribing Next Move:
The results or outputs of CAPCO before applying the solutions for improving the service quality and after applying it should be compared and if there is any improvement, then the solution is at least working.  Now the results should be compared with the standards so that the effectiveness of the solution can be assessed properly and at the same time, the performance of CAPCO should be measured parallel with some other techniques to assess the effectiveness of the monitoring techniques (Aguinis and Lengnick-Hall, 2017). Customer satisfaction, profitability and growth are the most crucial variables for assessing the effectiveness of the solution for CAPCO now.

[bookmark: _Toc535265321]Communicating the Results to the Relevant Parties:
A company has a number of stakeholders along with the stockholders and all these parties must be communicated the actions the company is going to take and how it will be implemented and how the results will be measured along with communicating the results. In CAPCO, the problems it is facing, probable solution it is going to pursue and how the results will be assessed need to be reported to all the stakeholders (Pizlo, 2017). This communication may be done through annual report, quarterly reports, announcement and news feed of the company websites. The reason for this communication is that the interest of those stakeholders might be affected if not reported and they might take other actions. Moreover, the result is the most crucial issue that must be reported at regular interval to them. All these communications will help the company let the stakeholders know what is going on and how should they react to them (Reed and Learning, 2014).




[bookmark: _Toc535265322]Conclusion
From this report, it can be concluded that CAPCO can enhance its level of performance by solving the main problem and its associated problems. It has included the areas to develop so that the organization can achieve success as well as ensuring better working environment for the employees. There has analysed the information by using the SWOT analysis to define the internal environment of the organization (Carruthers and Stege, 2013). In case of developing the plans to solve the problem, there has described the Fishbonediagram but it also includes the ways to communicate the plans to the stakeholders. There has identified the development needs and expectations of the individuals in the organization. This research has included the appropriate monitoring and reviewing techniques so that they can ensure the successful implementation of the methods. There has also considered feedback from the workforces and customer satisfaction by setting up the key performance indicators. 
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