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Introduction:
The aim of this assignment is to write a report and analysis an organisation of my choice using the business tools to problem solve. This report will be discussing Uber as an organisation using the business tools like SWOT Analysis, PESTEL Analysis, PMI, to enable finding a problem also use the tools to solve the problem. Uber is a multi- sided technology platform organisation which has no cars but drivers as the face of the company. In December 2008 whilst in Paris, two entrepreneurs could not get a taxi on a very cold winter night. that’s how the Uber concept was born/ created. “What if you could request a trip from your phone”. March 2009 CEOs Travis Kalanick and Garrett Camp pioneered a smartphone app that allows individuals to access a taxi by a quick tap of a button on their phone using the latest technology at hand to move clients around cities, countries and the world at large in San Francisco USA and this is how the Uber business of today became a brand. An opportunity was seen through a thought of using technology. Uber used a logo of colors that are distinctive and simple Black and White. The concept of using an app to get a cab was a new and modern way of taxi hailing, this was welcomed by the millennials and generation Z who are technologically minded in this tech era. By July 2010 Uber received its first request for a trip around San Francisco. December 2011 started its international positioning by launching in Paris. Uber used its continuous growth or strength (SWOT) by creating sharing costs (Opportunities), Uber Pool if clients are heading the same direction by easing pollution and congestion. Using SWOT Uber grow into other ventures delivering fast food to homes and businesses of Uber Eats. [image: FILE PHOTO: A photo illustration shows the Uber app and a bus in London, Britain, June 25, 2018. REUTERS/Henry Nicholls/Illustration/File Photo]
Literature Review: According to a study by (Mittendorf, 2018), 221 individuals contributed to the research which questioned, what seems to drive customers to Uber? The results produced that the intentions of the user are trust, which is the main key of customer retention. The intention to engage with Uber are; awareness of risks, awareness of benefits, confidence in the platform, and understanding platform features are significant forecast of users 
(Lee, Z. W.Y.et al 2018)

SWOT ANALYSIS is a tactical planning business tool used to identify the strengths, weakness, opportunities and threats to the organisation.
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UBER’s SWOT Analysis:
Strengths; 
Universal Market Leadership: Uber continues to dominate the market since its business existence across continents. Uber its service and products above 65 countries and over 785 cities.  According to Statisa.com; Uber’s market value is $72 billion as of 2018 and Uber is recognized as the dominate ride hailing operator globally.   
Largest ride sharing technology: As one of the first ride sharing app operator covering most of the parts across the world Uber has used the world of technology to its advantage and sought to change the way taxi and cabbing experience with over 40 million active users monthly. 
Robust Brand Identification: Uber is one of the strong most recognised brand in the world. As it has been embraced by communities and even societies. A survey carried out by Yougov.com top 100, Uber is among the most recognised ranking at 85th and 20th well known digital service. 
Effective Price Strategy: Uber’s trump card of a successful pricing strategy leads the industry to new heights, from the percentage taken from the divers as well as making it beneficial to the drivers according to demand that’s why Uber is popular with the drivers. This policy has demonstrated to be of benefit to both the industry and drivers.  The higher the demand the more of the price hike. This can be during terrible weather changes, festive seasonal time and during the hours of darkness.
Interaction with Social Media: Uber has continued to use its marketing tools very well, by using all the social media platforms like Twitter, Instagram, Facebook as well as LinkedIn to attract its audiences and keep them up dated on their product and services. Again doing what Uber organisation knows how to do well, is use technology to strategise and keep promoting their brand. This assists Uber to engage with their target audience and also get feedback. According to Maund, Schriek and Tinker, (2017). “people may ultimately determine what to do with smartphones but once they saw the possibility of using apps to replace GPS, calendars, shopping list and so on people exerted strong consumer influence on the development of smartphones towards the abilities of social shaping of technology”.
Adaptive Nature: Uber has taken off to great heights by being the technological ride hailing organisation to which Uber is easily recognised across the world. Uber has integrated and blended between different cultures, different nationalities and believes. 
Weaknesses;
Several misconduct: Uber has seen its fair share of scandals as seen in the media. This has been a set back and negative to the public image of Uber causing Uber organisation to take action and defend its reputation and try to restore public confidence. For instance, cases such as Fake identification, sexual molestation and aggressive behavior was seen by the courts to be a weakness for Uber as an organisation and penalised them according to the law.  Financial Times reported that because of ongoing concerns over passenger’s safety and security Uber has been stripped of its company license to operate in London for the second time. 
Public backlash: Uber organisation has seen many public and social media strong negative reactions of which emanated a #DeleteUber crusade against Uber with over 500,000 Uber users reported to have deleted their Uber accounts.  This also saw to the resignation of the CEO Travis Kalanick after so many controversies and the pressure mounted from the largest investors. 
Depends on manpower: Uber depends on manpower to provide their services and this is a weakness because if there is no workforce then there is chaos in the organisation hence why in 2016 Uber dabbled in autonomous vehicles with mind to control its dependency on manpower. But failed at this attempt because the vehicles did fail to recognise that they had to stop when the lights were red and did not have legal authority to run such programs. This also lead to a lawsuit by Google accused of stealing their ideas.  
Opportunities;
Driverless technology vehicles: Uber has continued to be steadfast in the business of providing its services using technology with the driverless vehicle. This is an opportunity for Uber to transform this business in present and future,
Other Services: Uber has also set themselves among providers of tech fast food deliveries. Uber eat has been popular and continues to compete with other popular brands of competitors like Just Eat and Deliveroo.
Creating Jobs: Individuals choose to work in the raid hailing industry because of the freedom of being their own boss and work at their own pace to suit their life style. Because the app allows the individual to operate any time whether day or night, full time or part time depending on your ability and availability giving a lot of women the opportunity to work after school runs. This industry is also popular with students who want to earn some extra income on the side whilst studying at their own pace too.
Experience Rating:  The taxi business has gone through major changes to operate.  From private hire, London black cabs and all other ride sharing businesses have had to adhere to rules and regulations putting the taxi business in organisation and introducing a rating system which has been successful for Uber. This allows the customer to rate from a scale of five stars the driver’s behavior. You see how long the ride will take to arrive and track the vehicle, the number plate and driver photo. This is an opportunity as it builds confidence in the public to use the service.  
Threats;
Retention of employees and customers: Finding ways of retaining both customers and employees can be challenging. Uber’s competitors Bolt, Addison Lee, Kapten and so on can offer a better pay package and benefits, that would be a threat to the organisation and it would affect the customers too as they rely on them for the service Uber provides.  
Multiplying competitors: With increasing competition of different ride sharing businesses, this would cause profit merging to decline and affect the business so Uber has to be a step ahead of the competitors across the globe. 
Expensive lawsuits and Legal Regulations: When seeking to work in countries, there are legal regulations that a company must abide by and implement in their policies.  According to the Good Law Project, they have issued court proceedings against Uber with suspected undercharging of VAT. Another lawsuit for Uber was when workers to Uber to court regarding benefits such as paid holidays and sick pay. The judge ruled that they are entitled to minimum wages. Uber seems to have settled out of court. 
Losing License: Uber has lost its license to operate in London and other cities, this has been a defining moment for Uber as London is one of the major cities. There has been strikes to barn Uber and this happened in Delhi where a rape allegation cost Uber the license to operate there because of health as safety concerns.
Driver Strikes: in 2019 Uber drivers’ held strikes in London, Manchester, Birmingham and across the united states due to the demands to fair treatment as an employee, the rights to holiday pay, minimum wages and reduce the commission taken to 15% from 25%. This saw a loss of nearly $3 billion and sales increased to $11.2 Billion annual sales. Sourced www.bbc.co.uk
PESTEL ANALYSIS:  is a vital business Instrument with components that work together to examine and interpret factors of the external marketing environment to what effect it would have on an organisation at present and the organisation’s future. In turn the outcome is used to recognise the business’s Strengths, Weaknesses, Opportunities and Threats. This analysis empowers the organisation and equips the organisation to understand the business more, therefore the company needs to utilize the opportunities and are made aware of threats using Political factors, Economic factors, Social factors, Technological factors, Environmental factors and Legal factors. [image: Image result for pestel analysis]
Sourced at: Google.co.uk
Political: In an environment of business, politics is considered paramount. This is because it impacts on the economic situation of any business operating or starting up. When governments change the politics changes too, this is seen in the democratic countries where elections are held every number of years for example in Britain every five years’ elections are held but competition is between two major parties, the Conservatives and Labour. Depending on the elected party each administration can choose to change rules and regulations to suit the leadership and its economy. These changes can have a positive effect or negative effect on an organisation. However, Uber launched in London 2012 when it was a coalition government between Conservative and the Liberal Democrat Party, this was a time of Austerity in Britain. The government spending was cut and this caused reduction in public expenditure. With every country having different government procedures and administrative guidelines to which can affect any business that want to operate in that country and businesses must comply and implement each of the policies. However, politics can also have a negative effect on countries that have political conflict causing instability and disorder to the economy leading to corruption. Continents like Africa, Asia and South America where Uber has launched their products are considered as unstable and corrupt. Politically Uber’s strategies relating to how the government or public affairs has dealt with the organisation has been controversial. Initially there was no clear regulations for Uber to adhere to. For example, Uber launched in London in 2015 and has experiences three Prime ministers who have changed rules and regulations leading to a big scandal of tax evasion causing the government to clampdown on multinational companies and introducing Diverted Profits Tax amending corporation tax rules. and have has been investigated for not paying enough taxes using loopholes and VAT because HMRC regards Uber as a transportation firm.  
Economic: This element relates to the economy of the company, meaning the profit and the growth of the organisation. Any successful organisation would be able to assess potential changes that would make an impact to the organisation for example; interest rates, wages, taxes, excise duties, exchange rates trading regulations and inflation rates. This factor is important to also assess the supply and demand. But can also have a domino effect to the business if the right decisions are not analysed and implemented. In the city of London, the Black Cabs as they are known are required to have the knowledge which requires an individual to study for four years to qualify however the requirement for Uber drivers is a license to drive, own a car, disclosure and barring service (DBS).
Social: is the method of meticulously studying and exploring any social currents or obstacles with the aim of inducing changes to the circumstances that is being examined. These factors can be lifestyle, traditions, attitudes, values and beliefs all can influence the way how human beings behave to certain circumstances.  As a result, all the social factors have an immediate reaction to Uber’s organisation as a whole whether directly or indirectly. Because Uber works within the community and the population social environments would need examining often and would make changes to the way Uber operates and markets their products and services therefore coming across different social factors that would affect the overall success of the organisation. As the vast increase of diversity in the social economy it comes with changes and increased population of age, gender, orientation and location. In this case Uber is versatile able to adapt and caters to all communities and not differentiating of whether the rider is rich or poor, woman or man and what location they are picked up from this makes a difference to how far the rider is going then the price goes higher. While other companies would only cater for their target audience in the example of makeup being marketed at women however times have changed and men use makeup too but have yet to be advertised to them. However, Uber did introduce the Uber pool for those who would not mind sharing their ride with other riders going the same direction to share the cost of the journey. This can be seen as a class rich poor gap or just a preference of the rider. Uber saw a gap and took the decision to implement this structure in their business which this addition seems to be a hit with the Uber pool riders.  On the negative side Uber has had its fair share of scandals that have continued to engulf the organisation with allegations of improper harassment from Uber drivers and unidentified drivers who have broken company rules which has embroiled Uber in court rooms battling cases with pressure groups. This is seen in the example of United Kingdom, Uber has lost its London operational license with the concerns of health and safety for the public. On the plus side Uber has created jobs and increased the of employment in society causing a surge of employment that even the hard at hearing of deaf people are also working using the app and able to communicate. 
Technological: Uber is a techno company that depends on technology to conduct its business every day every hour it does not matter what time of day, weather, or holiday. Therefore, technology is vital for the survival of the Uber business. The Uber app has made it easy for those that need the services of Uber and set a trend with upgrades to the current 4G network to connect passengers with drivers. Relying on the internet can have a calamitous effect to the business making it impossible to efficient connection with service users as incidents of hacking where organisations not able to operate because of privacy and security concerns this is seen in the money exchange and banking sector in the recent hacking of the Travelex  which also affected partners First Direct banking, Tesco Banking, Virgin Money and Sainsbury’s Bank where their online banking system was affected and left customers without conducting their daily online banking .Uber uses an app which some individuals due to lack of not trusting the internet to add their credit or debit cards that is a requirement of Uber organisation this is a huge concern to Uber because of customer’s personal and payment details  although technology has made it easier to market businesses through social media as it has a wider outreach to the public it also has challenges too with the revolt of #Deleteuber. Uber’s complaints procedures are engaged via social media. The positive or negative feedback on the organisation were your competitor are also keeping an eye on your daily business to upstage and conduct their business too with the aim of not making the same mistakes. As a vision for the future, Uber has invested in advanced technology with the development of the automated self-driving vehicle. With changes in technology there has to be upgrades of technology to keep up with the traffic and current trends. According to Business Insider, Bloomberg reported 
Environmental: being able to understand what affects your business environmentally allows your company to plan the elements that would be of threat and of benefit factors affect the business externally and can cause chaos to the functioning of a company. This depends on the weather of the country the main causes would be storms, fires this is seen to the recent events of bush fires that happened in Australia that affected businesses and homes that caused chaos to the communities affected. 
Legal factors: are external elements that contribute and influence to shaping of a policies ensuring advantageous to both parties or countries involved in agreement through fair treatment. This factor refers to how current and imminent legislation laws affects any industry such as how businesses operates and consumers behave. Rules and regulations of the country affects an organisation’s functioning through legal factors comprising of consumer laws, discrimination laws, health and safety laws, and employment laws which impact on profit margins, product transportation, and growth of the business. There are numerous laws that impact each industry differently, from immigration, tax, consumer protection, contracts, competitors and so on. Amendments to business law means the business would have to adjust and adapt to operate within the changes. (Taylor and Benjamin, 2019), competitor laws affected Uber to a lawsuit of $28.5 million because Uber advertised a business campaign stating to be leaders of the industry and best in class of which the courts saw that as an advantage. Uber has had to stop providing services in countries because of competitors for example in Russia defeated by Yandex Taxi, China defeated by DiDi and some cities in South east Asia defeated by Grab and Go-Jek. Health and safety, was an issue that lead Black Cabs to jubilate because London is one of Uber’s top earner city and has cost Uber the license to operate in London for the second time due to the fear of public safety, it was reported the Financial Times Transport for London (TFL) deemed Uber not “fit and proper” for it to run in the London city. This would affect a lot of people in low income as Uber offers an inexpensive price. Businesses are also affected by the Tax policy directly because tax is based on earnings therefore business law affects not only the employer but trickles down to the employee.
Business Tools.
 In order for Uber to face and solve their challenges Uber should utilize business tools to effectively problem solving and decision making to achieve and reduce the chances of scandals that have continued to engulf the company since establishment.  Uber should consider problem solving tools like; to name a few, Kepner -Tregoe, Fishbone diagram, Six sigma, Five step approach, Five whys, Consensus decision making and more. Morgan (2017) discusses the process of problem solving and suggests that there are factors that differentiate from an effective boss to an ineffective boss which is having the capacity to discover answers to a problem that others cannot be able to solve and have the ability to utilize good information within time to make good decisions. Morgan goes on to describe the process of problem solving using the K-T procedure of which has a number of five stages. however, another seven step to effective problem solving according to (Gano, 2011), leads to a favourable result depending on the implementation and strategizes used to expand on the understanding. However, the structure known as The K-T process is a five problem solving structure which does not have the last two clauses but also identifies with the seven steps. Both of these structures allows the manager to carry out and apply the following: [image: Image result for 7 steps to problem solving]

· Identifying the problem: try to interpret what the issue is and identify the problem in order to do so you will need to set standards and measure the quality of the situation, the level of tolerance and how it could be worse. For instance, Uber London, discovered that some of their drivers were using their cars for the ride sharing 24hrs, which raised suspicion as well as the regulators found that 14000 trips were taken with uninsured and without license to operate. 
· Analysing the problem: at this phase, clarifying the root and simplifying the cause to the problem, would assist to perceive the urgency of the mishap by forming questions of why, where, who, what, and when starting a pattern of causes in this case, Uber would have identified who the drivers are, what stage is the problem, identifying immediate threats to access time needed to solve and implement the plan. The disruption to the business would be minimal but damaging because of rules and regulations and likely to cause a serious case affecting the company financially and long term plans of operating. Making the decision to where the action requires to be taken.
· Describing the problem: by working as a team to achieve an effective result narrating the details of the problem would be helpful to gather information which creates clarity and identifies valuable questions which enforces discussions within the team and examining management performance, employee attitudes, understanding of roles and policies generally expecting lessons to be learnt. Uber should reflect on past experiences considering drivers’ understanding of polices and what did Uber do before that where effective and what have changed since.
· Developing Possibilities: by this stage the possibilities have be discovered by brainstorming of many ways to resolving the problem. By being creative and placing high merit on ideas that are being generated to solve the problem.
· Selecting the best solution: having limitations on what can be done, using company policy to make a decision that will fit in with company guild lines and stakeholder’s views would need to be assessed. 
· Implementing: at this stage, you apply the best outcome after analysing the alternatives, knowing your options clearly to execute the plan.
· Evaluating and learning: learning from experience has an impact to assist on how you will deliver the next solution because you would know how to implement the seven steps to problem solving. 

PMI (Plus, Minus, Interesting), is an important tool used by Dr Edward de Bono for brainstorming and critical thinking. This tool assists in identifying the pros and cons to capture strengths and weaknesses for a suitable outcome. Uber can use this effective business decision making tool to analyse the situation and implement an advantageous choice that benefits both the organisation and the regulators.

[image: Image result for pmi decision making chart]
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CONCLUSION: Uber has faced a ban in London as lack of safeguarding the public with fear of drivers using the Uber app without proper documentation. Using the SWOT and PESTEL analysis Even though Uber has increased business opportunity it’s also faced challenges. In this situation a likely outcome for Uber to get back to the right side of the regulators would be that Uber introduce and have a direct link to the insurance companies which would alert the company if the drivers have no insurance as a tech organisation Uber should also introduce a face recognition system that whenever the driver has a journey to take whilst using their app the drivers would log in using face recognition to avoid drivers sharing their vehicle with others who are not permitted to use the Uber app. The competitive edge of Uber has been visible since its foundation although there have been challenges since, Uber continues to focus on the end means and provides a service that offer different service according to the customers range from low to high end pricing.
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