





Problem Solving and Decision Making
Mominur Rahman
Student ID: 1705768
Lecturer: Molly Jack














Table of Content
	Title
	Page Number

	Introduction
	03

	Problem at workplace and its scope and impact
	04

	Information with the problem and decision making process
	05

	Evaluate the solution of the problem
	12

	Alternative solution of the problem
	13

	SWOT Analysis
	13

	PESTLE Analysis
	14

	Develop plan for problem solving
	16

	Communication Plan
	17

	Monitoring and review:
	18

	Conclusion
	19

	Appendix
	20

	References
	21












Introduction
The problem solving is a continuous process for the companies as it might face problem time to time and is the responsibility of the company to develop strategies in a way that the problem get overcome. This course work has evaluated a problem that Starbucks is facing now days. The company is facing sale decline in many of its stores and losing the customers. It found that company do not get able to rightly implement the marketing strategies and target the right group of customers appropriately. In this section the problems of Starbucks been identified by conducting a small scale research and strategies developed to overcome those problem. Again the impact of the business environment evaluated and the strength and weakness of the company find out to ensure that the strategies implemented accurately. The developed plan communicated with the seniors to get approval and a monitoring strategy of the plan is also being developed to ensure the right implementation of the project.












1.1 Problem at workplace and its scope and impact
According to Gladis (2016), the problem solving is an important skill that applied in every business industries to critically evaluate the problem and take appropriate decision to minimize the problem. The problem solving is an important issue for the businesses to make the company able to find out the problem and take decision appropriately to get able to overcome the problem. Starbucks which is the largest coffee house chain around the globe is struggling with numerous problems which resulted as continuous sale decline of the company. One of the major problems that the company is facing is that it does not get able to perform marketing properly. Starbucks is an American coffeehouse chain. In the years of 1971 the company established at Seattle and operating with the numbers of 28,218 stores. Starbucks is considered as the second wave of coffee chain. Starbucks has made itself different with others based on the quality and customers experience since 2000. Coffee is the main products of company along with other hot and cold drinks along with pastries and cakes. Starbuck offer coffee with various flavor (Starbucks, 2018)
Starbucks is facing several problems and the major problem that the company is going through is financial problem. Due to the downfall of the world economy the company is about to close many stores all around the world. Starbucks is struggling with the implementation of the right marketing strategies and it causes hindrance on business growth. The problem find with Starbucks is not able to reach to the customers appropriately and even the company able to reach to some potential customers but the advertisement completed with the purchasing of the customers as the company do not concentrate to create value to the customers and develop a good relationship with the customers (Starbucks, 2018). 
There are various other problem the company is facing like, the product pricing of the company is comparatively high than many other companies around the world. Starbucks is facing high challenges from its competitors like, Costa Coffee, Dunkin Donuts, Nestle, McDonald’s, Café Nero etc. Starbucks do not do branding and of the company and no try to distinguish its product from different other companies of the market. Starbucks do not follow the franchise business strategy as this types of business strategy would make the company able to reach to the wider market and able to start many new stores. Following the franchise strategy the company would able to reach in many rising economy around the world and also able to find out the local needs of the customers appropriately (Starbucks, 2018).
The marketing problem is creating numerous problems as the company is unable to increasing its sales which resulted as sales downfall of the company. The continuous sale downfall of the company demoralizes the employees of the organization. The employees of Starbucks has started to feel insecurity and started to leave the company to move to the competitors. The loss of marketing strategies make the company not able to find out the current needs and demand of the customers which resulted as the increase of the customers dissatisfaction. According to Kallet and Kallet (2014), the marketing strategies need to develop in a way those customers able to find out their likings and disliking’s of the company. Marketing strategy ensures the fulfillment of customers need and makes the customers engaged with the company. Starbucks get unable to develop good relationship with the customers as it is one of the important strategies that company performs from the marketing strategies. The low loyalty level of the Starbucks customers makes them able to easily switch from the company and go to other companies. Starbucks is unable to improve the customer’s awareness level and make them engaged with the company. It is crucially important for the company to rightly segment the customers and implement strategies effectively and develop good relationship with them.
1.2 Information with the problem and decision making process
The data collection process is very effective to make the company able to find out the current issue of the problem. A set of questions has been selected for finding the issue of the problem and take appropriate decisions. Data collected from the 20 customers of Starbucks.
Question 01: Do you able to find out the latest product offer from Starbucks?
Table 01: Latest product offer from Starbucks
	Options
	Numbers of respondent
	Percentage of respondent
	Total

	Highly Agreed
	3
	15%
	20

	Agreed
	4
	20%
	20

	Average
	2
	10%
	20

	Disagreed
	8
	40%
	20

	Highly Disagreed
	3
	15%
	20



Graph 01: Latest product offer from Starbucks

Findings and Analysis
It evaluated that 35% of the customers were agreed that they get information’s of the latest organizational products, 10% of the customers were not sure and remaining 55% of the customers were disagreed. It is important for the companies to make the customers aware about the latest organizational products and services. It is mainly the marketing strategies of the companies that are responsible to ensure that the customers get able to receive the appropriate information’s of the organizational products. Mainly the companies need to implement the strategies in way that it get able to reach to the right customers on right time. The inability of the marketing strategies is clearly perceived at Starbucks as customers do not able to receive the latest product and service offer of the company.
Question 02: Do you always recall Starbucks at the time when you need to have coffee?
Table 02: Brand awareness of customers
	Options
	Numbers of respondent
	Percentage of respondent
	Total

	Highly Agreed
	4
	20%
	20

	Agreed
	3
	15%
	20

	Average
	5
	25%
	20

	Disagreed
	5
	25%
	20

	Highly Disagreed
	3
	15%
	20



Graph 02: Brand awareness of customers

Findings and Analysis
It evaluated that 35% of the customers stated that they do not able to recall company easily, 25% of the customers were not sure and remaining 40% of the customers were disagreed. This question was asked to find out the customers awareness level and it find that large numbers of customers mentioned that they do not able to easily recall the organizational products and services. The competition of the businesses are very high so it is important for the companies to ensure that the awareness level of the customers are high so that they get able to easily recall the organizational products and services. It is mainly the marketing strategy that enhances the customer’s awareness. Coca-Cola is top brand that has able to create high level of awareness in customers as company used to invest high for implementation of marketing strategies. Starbucks needs to implement marketing strategies properly to develop customer’s awareness level.
Question 03: Do you had well experience after having Starbucks products
Table 03: Experience of customers
	Options
	Numbers of respondent
	Percentage of respondent
	Total

	Highly Agreed
	7
	35%
	20

	Agreed
	8
	40%
	20

	Average
	2
	10%
	20

	Disagreed
	2
	10%
	20

	Highly Disagreed
	1
	05%
	20



Graph 03: Experience of customers

Findings and Analysis
It evaluated that 75% of the customers were agreed that they got good experience after having Starbucks products, 10% of the customers were not sure and remaining 15% of the customers were disagreed. The experience level of the customers makes them engagement with the company. To make the company able to gain advantage from the organizational marketing strategy it is also important to ensure that the product and service quality of the organization is good. It find from the expectation of the customers that the satisfaction level of the customers is high for the product and service of Starbucks. Comparing the response of the customers in earlier question it find that customers has low level of awareness and this question revealed that the product and service of the company is high so it find that it is the marketing strategy of the  company that do not able to enhance customers awareness level.
Question 04: Do you agree that Starbucks always communicate with you to find out your dissatisfaction?
Table 04: Regular communication of Starbucks
	Options
	Numbers of respondent
	Percentage of respondent
	Total

	Highly Agreed
	2
	10%
	20

	Agreed
	4
	20%
	20

	Average
	5
	25%
	20

	Disagreed
	5
	25%
	20

	Highly Disagreed
	4
	20%
	20



Graph 04: Regular communication of Starbucks

Findings and Analysis
It evaluated that 30% of the customers were agreed that they Starbucks regularly communicate to find out the needs and demand of the customers, 25% of the customers were not sure and remaining 45% of the customers were disagreed that Starbucks regularly communicate with customers. The success of the organization depends upon the communication. It is important for the companies to regularly communicate with the customers and find out the needs and demand of the customers. Customer’s dissatisfaction needs to minimize by conducting regular communication with the customers. Regular communication is also very important to ensure that the right development of organizational marketing strategies. Starbucks needs to communicate with the customers regularly using various communication processes to identify their needs and demand and develop marketing strategies accordingly.
Question 05: Do you consider as loyal customers of Starbucks?
Table 05: Customers Loyalty Level
	Options
	Numbers of respondent
	Percentage of respondent
	Total

	Highly Agreed
	3
	15%
	20

	Agreed
	3
	15%
	20

	Average
	7
	35%
	20

	Disagreed
	5
	25%
	20

	Highly Disagreed
	2
	10%
	20



Graph 05: Customers Loyalty Level

Findings and Analysis
It evaluated that 30% of the customers consider them as loyal customer, 35% of the customers were not sure and remaining 35% of the customers were not interested to consider them as loyal customer. The large numbers of customers do not considered themselves as loyal customers of the company. According to Lewin (2013) the ultimate success of the organizational marketing strategy is to enhance the loyalty level of the customers. It finds from the earlier questions that the marketing strategies of Starbucks are not satisfactory which resulted as low level of customer’s loyalty.
Analyzing the survey data it finds that the product quality of Starbucks is good as customers show their positive response but customers mentioned that the communication of the organization is not appropriate as the company do not properly identify the customers demand. It make the company implement inappropriate marketing strategy and not able to develop marketing strategies appropriately.



1.3 Evaluate the solution of the problem
It is important for Starbucks to take appropriate measures to ensure that company able to implement marketing strategies appropriately. Based on the collected information following strategies has undertaken for the company, these are as follows:
Research and development: Starbucks needs to perform survey for finding right information from the customers about their likings and disliking’s and segment the customers based on their demand. In this process Starbucks needs to segment customers based on the age, geographical location and lifestyle of the customers.
Communication Channel: the select of communication channel is very crucial for the company to reach to the target customers very easily (Georgakopoulos, 2017). Starbucks could follow two most successfully communication strategies like mobile marketing strategy and social media communication strategy. 
· The location based mobile marketing would find very effective for Starbucks to target the area and implement strategies on right time, like at morning time the near the tube station area where Starbucks shop is available could be targeted for implementing the location based mobile marketing.
· Again App based mobile marketing will also effective so that customers would easily down load apps and find out all latest product information of the company. 
· Starbucks needs to perform SEO so that when any user would search for close coffee restaurants then they would find Starbucks company website at the top of their page. The increasing use of Smartphone user’s company able need to focus for targeting those customers.
· The social media communication strategy needs to perform appropriately. Starbucks needs to develop team for performing the social media marketing.
Introduce Promotional Strategies: Starbucks needs to introduce promotion with the products and the services to make the customers attracted with the company and also enhance their awareness level. Starbucks offer free product taste for the customers at the time of introducing new products within the market which is an effective non-financial promotional offer. 
Develop relationship strategies: it is important for the companies to develop relationship marketing strategies to develop good relationship among the customers (Chesla, 2000). Starbucks offer customers two starts for purchasing products of £1 and these points could further use for purchasing Starbucks products. Starbucks customers collect points from their purchasing products from apps or from the store using cards. Starbucks could allow customers to use these points outside the organization like for watching cinema, visit to amusement park etc.
1.4 Alternative solution of the problem
Starbucks is operating in many countries internationally and still the companies has high opportunity to start businesses in new business locations and it could start franchising its store, so that Starbucks would able to get information from the local market and would able to develop strategies more accurately. The franchise of the organization provides opportunity for the entrepreneurs to start new businesses. The sale of the company is decreasing from a longer time which diminishes the morale of the employees of Starbucks. It is important for Starbucks to take initiatives to enhance employee’s morale and make them able to perform appropriately. There are several strategies that need to ensure to enhance the employees motivational level. According to Gladis (2016), the success of the organizational business strategies solely depends on the effective contribution of the employees. The performance of the employees needs to develop and also make them motivated. Management needs to provide flexibility to the employees so that they will get able to select their working hours maintaining their family life. According to Chism (2011), it is important to ensure that all employees work in a team and support one another to perform appropriately within the organization. Employees would be inspired to perform collaborative working to ensure that all activities of the organization are being achieved properly. The effective team of the organization would be supportive to make the company able to achieve its ultimate goal of the organization.
1.5 SWOT Analysis
According to Butterfield (2016), the strength and weakness of the organization is very crucial to make the company able to implement strategies very appropriately overcoming the limitations and utilizing the opportunities of the companies. The SWOT analysis of Starbucks is presented below:
Strength
· The brand image of the company is very high and utilizing the high brand image the company has targeted the premium customers. Starbucks has added value with the organizational products.
· Starbucks offer a very pleasant environment for the customers by providing free Wi-Fi and made partnership with Apple to make customers get entertained which they are at store.
· Coffee is the main product of the company and there are several other products that are being targeted with all ages of the customers. Starbucks offer various types of snacks besides offering coffee.
· In the years of 2017 Starbucks was ranked as 10th most valuable brand of the world with $44bn dollar.
· Starbucks has large variety of coffee and it ensured that Starbucks could act local to meet the demand of the people (Starbucks, 2018).
Weakness
· Starbucks is being accused in many countries for not paying full taxes properly
· Starbucks bucks mainly follow the middle or higher class of people
· Other companies could copy the product very easily
· The Starbucks effectively depends on coffee bean so the price change of the coffee beans strongly impact on organization. Again the change is currency exchange rate also make the company to invest enough money for importing beans.
· Starbucks has accused for performing unethical practice as not maintained the ethical and environmental rules and regulations properly. The company has been accused for violating the ‘Faire Coffee Trade’ principals
· The company has not able to diversified its products like its competitors has ensured like introduced breakfast foods in its product list.
· Recently the company has being accused not able to implement the marketing strategies properly and enhances the awareness level of the customers (Starbucks, 2018).

Opportunity
· Starbucks has high opportunity to engage large numbers of suppliers with the organizational operations as the company has good brand image within the market and many suppliers want to engaged with the company
· The business industry of Coffee is still increasing in many parts of the world and Starbucks has not entered in many rising economies.
· Starbucks has great opportunity for introducing diversified products and make more customers get attracted with the company
· The consumers are willing to spend for Coffee (Starbucks, 2018).
Threat
· The key threat for the company is the increasing price rate of beans
· The company is facing high challenges from its competitors like the Costa is growing very rapidly
· McDonald’s is selling Coffer in affordable price range and there are several others low range coffee seller
· The increasing political tension in many countries is positing threat for the company
· Due to the rising threat of the global economy is harming the ability of the company.
1.6 PESTLE Analysis
Political Factor
According to Remtulla (2010), the political issues impact on the organizational operation strongly. Due to the change of government the taxation policy of the country might changes. The government of the bean producing countries is imposing high tax on its production which would make the company to invest enough money for the production of the bean which would finally transferred to the customers and might decrease the organizational sales. Trade issue of the country could impact strongly on the organization and company might face loss. Recent days USA has engaged in trade war with China which is the second largest market for Starbucks. The government of many countries is not giving licensing for producing enough coffee beans. In UK due to the BREXIT company has already lost large numbers of skilled workforce.
Economical Factor
A down turn economic growth is being perceived in business industries. According to Remtulla (2010), the economic growth of countries has very strong impact on the organizational business operation. Starbucks is facing slower economic growth in many countries including United Kingdom. The economic growth of the country found in first quarter of 2018 similar at the 1st quarter of 2012 which was the recession period. The inflation rate could negatively impact on the company as the company has to increase its product pricing. Again due to the fall of the currency exchange rate company have to invest more for importing raw materials. The competitors pricing strategy also create impact on the organizational business operations as it finds that McDonald’s is selling Coffer in affordable price range and there are several others low range coffee seller
Social Factors
According to Reiter-Palmon, Kennel and Kaufman (2018), the social factor could create strong impact on businesses. The life style of the customers could impact strongly on the businesses. Identification of the right group of customers is very crucial for the companies to ensure that the marketing strategies are being targeted properly. Coffee is considered as luxury product in some ways as it is not the basic needs of the people so it needs the interest of the customers for purchasing the products. The customers are interested to have products. The health consciousness of the people is increasing as it has found that the regular consumption of coffee increases the chances of heart stroke in individuals. The high consumption of copy increases the blood pressure level in consumers. 
Technological Factors
According to Sioukas (2003), the use of the technological equipment enhances the performance ability of the organization. Starbucks is very much concern on the development of the IT technological facilities for the company as it has introduced first generation e-commerce website in the year of 1998. The performance ability of the company has increased for its good online presence. Starbucks has introduced new technological machine to develop the product quality. The use of the technological facility has enhanced the efficiency of the organizational product and services and makes the service delivery faster. Starbucks is working hard for developing the performance ability of the organization.
Legal Factors
According to Whetten and Woods (1996), it is important for the companies to maintain all the legal issues of the companies. Starbucks ensure appropriate follow of the trade laws of each specific countries to ensure that the company able to perform all business operations appropriately. Starbucks is being accused in many countries for not paying full taxes properly. Every country has their own rules and regulations to ensure the proper maintenance of the employment laws. For instance the people are not allowed to work for more than 48 hours a week even at the busy period of time. Health and safety rules and regulations needs to maintain properly. Starbucks abide by all rules and regulations of the organization.
Environmental Factors
The environmental issues are great challenge for the businesses. Starbucks generates lot of wastages of the products which is creating threat for the company. Starbucks is implementing strategies for the proper waste disposal and it also minimizing the logistic of the company to minimize the Co2 gas emissions.
1.7 Develop plan for problem solving
A plan needs to rightly develop to make Starbucks get able to implement the strategies appropriately to ensure that company able to implement the marketing strategies properly. The plan is developed below:
Table 01: Plan for Starbucks
	Activities
	November - 2018

	
	1st week
	2nd week
	3rd week
	4th week
	

	Identify customers’ needs
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Perform location based marketing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Implement app based marketing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Perform SEO marketing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Social media marketing
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Develop promotional strategies
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Implement relationship strategies
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	



The plan is developed in a systematic manner to implement all marketing strategies to target the right group of the customers and ensure the right timing to make the company able to enhance customers awareness and also able to ensure that the awareness level of the customers is being increased.
1.8 Communication Plan
An appropriate communication strategy needs to develop to ensure that the company gets able to communicate with the stakeholders of the company and the ultimate goal of the organization is being achieved properly. 
The regional manager of the company is need to be communicated with the plan of the company as to ensure the right implementation of the strategy require investment and the company needs to arrange fund for the implementation of the strategies. The marketing strategies could be implemented targeting one store to find out the effectiveness of the company like, location based market mainly performed targeting one specific area and its customers. The social media marketing is very crucial for all ensuring the smooth operation of the company. Promotional strategy could introduce to one specific area. The SEO marketing and App based marketing is cheap and both strategy would make Starbucks to gain advantage. The right implementation of the strategy would surely benefit the company for developing the implementation process of the organizational strategies
1.9 Monitoring and review
According to Peragine (2017), the appropriate monitoring and reviewing process is very important for the companies to ensure that ultimate goal of the organization is being achieved properly. There few key issues that needs to evaluate at the time of the implementation of the organizational strategy and after properly implement the strategies like, the satisfaction level of the customers’ needs to find out for the implementation of the organizational strategies. The performance ability of the employees need to evaluate to ensure that the company able to implement appropriate strategies. The success of the organizational operational activities needs to ensure. The Starbucks has good financial ability for the implementation of the organization. The area in which the company will perform these marketing strategies would evaluate the same process for consecutive months and find out the financial outcomes of the store.
Conclusion
The problem solving is an important issue for the businesses to make the company able to find out the problem and take decision appropriately to get able to overcome the problem. Starbucks which is the largest coffee house chain around the globe find struggling with numerous problems and one of its key problems was found with the process of the organizational marketing strategy implementation. A complete plan has developed for the company after identifying the impact of the organizational business environment. Finally the monitoring and evaluation criteria have determined to ensure the company gain able to rightly implement the developed strategies.
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Appendix
Question 01: Do you able to find out the latest product offer from Starbucks?
· Highly Agreed
· Agreed
· Average
· Disagreed
· Highly Disagreed
Question 02: Do you always recall Starbucks at the time when you need to have coffee?
· Highly Agreed
· Agreed
· Average
· Disagreed
· Highly Disagreed
Question 03: Do you had well experience after having Starbucks products
· Highly Agreed
· Agreed
· Average
· Disagreed
· Highly Disagreed
Question 04: Do you agree that Starbucks always communicate with you to find out your dissatisfaction?
· Highly Agreed
· Agreed
· Average
· Disagreed
· Highly Disagreed

Question 05: Do you consider as loyal customers of Starbucks?
· Highly Agreed
· Agreed
· Average
· Disagreed
· Highly Disagreed
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