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[bookmark: _Toc78971806][bookmark: _Toc456901517]Define a complex problem in the workplace, including its scope and impact

A Travel  agency as standard will provide holiday packages that include flights, hotel stays and boat trips . They advertise the base price for the packages but this does not include the mandatory cost per person of the booking and baggage fees alongside this. In addition, with package holidays, another common inclusion is transfers between each element of the holiday which is another aspect of the product that is not included within the advertised base price and added as an extra cost with the Concierge team.   The problem with the process of the way the travel agency executes their business is that once the customer has seen an advertised price and then calls in with interest for more detail, they are then told by the agent about the mandatory per person extra costs, the customer would then lose interest in the initial product. Excluding the package price, the mandatory fees for the baggage range between £24 to £60 per person on each flight, along with the standard £24 per person booking fee. Transfer costs both public and private range from £29 per person to £99 per person. These costs are not advertised in any form of the marketing for the company. Having to add these on at the beginning of the call creates unnecessary barriers, a problem, between the customer and agent sometimes resulting in the customer terminating the call.  
With this workplace problem it has a detrimental impact on several groups involved with the company if nothing was to be done about it. Examples of the effects to the company itself would be that the holidays Agent’s daily sale stats are depleting due to lower customer interest which would lower the sales staff moral which in turn would produce less sales. It would then go on to impact the Team Leader along with the Product Packaging Team and Concierge Team as they receive a percentage of the profit generated from each sale. It would then evidently lead up to the main stakeholder of the company, the Director, who has the most at stake being the financial backing to the company.    Another example of groups of people that get impacted by the problem externally are the Hotels, excursions, Transport and Airport Companies that the travel Agency have contracts and business with, along with the customers themselves. If the travel agency has a fall in sales, then it may result in the agency losing contracts and no longer creating further business for third party companies. Therefore, the customers are then impacted as the initial interest they had gained from the advertisement was now gone and they had to deal with the negative surprise of mandatory fees when introduced on the first point of contact with the company on the phone rather than beforehand via the website and other marketing avenues like social media and TV adverts. 















[bookmark: _Toc78971807]Analyse information on the identified problem, to help inform the decision making process.

To analyse the problem, the first thing used was the ‘5 whys technique’. It was a technique that was invented in the 1930’s by the Toyota founder Kiichiro Toyoda’s father Sakichi. It was made more popular in the 1970’s by the Toyota production team. Sakichi said that it was a simple method that separated the symptoms from the causes of a problem. if you ask a person the question why, they usually have another reason to their problem which could be a symptom rather than the root cause. You need to keep asking why till you reach the root cause of the problem. 
Maund, Schriek & Tinkler (2017) hypothesised that mind mapping can be very effective methods of organising information for both memory retention and written work more generally, especially if you are more of a visual learner. Taking this into consideration, underneath is a mind map of the factors that need to be taken into account throughout the process.
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Having a budget, calculations need to be made on both labour hours and loss of service hours from the sales employees that will be involved in the project. The time management is very important to the project to ensure that things have moved on, week by week as they should be so everything is ready on time. This would need to be kept by the Team Leader who is in control of the project. They will keep each person involved up to date on a daily/weekly basis via one to one meetings and emails with updates. And the team leader will be in contact with everyone that is involved and make sure every one plays there part in the job right. 
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In order to come up with a suitable solution a few options can be taken.    Firstly, if the course of action with this problem is to do nothing then this could result in a high percentage of external customers losing interest, which in essence results in lower revenue and provides a more negative reputation for the business.  A second plan of action with this problem could be to provide the consumer market with clear information on all mandatory per person booking fees alongside the baggage and transfer fees. In practice the travel agency would advertise their base price with full clarity about these standard fees on all forms of marketing, also advising the actual cost with these included as standard which then eradicates any previous barriers initiated from the inclusion of these fees not being advertised to begin with.  The third solution would be taken for this problem would be to include all mandatory per person booking fees alongside baggage and public transfer fees. Separate to these fees, there will be clear advertising for the fees incurred when utilising private transfers instead of the already inclusive public transfers. Having this advertised as the standard base price would better manage the expectations of the customer as they will not have to incur any increase on their price due to unadvertised fees. 
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So when evaluating a solutions of problems. One good technique is a chart, is a good tool to have because a number of factors to weigh out. So example:  factors of importance between one and five, one being least important up to five being most important. You then rate the Solutions between 1 and 3, 1 being not very good and 3 being great.

  


	factors
	Cost 
	resources
	timeframe
	Customer sat 
	profit
	total

	Weighs 
	4
	3
	2
	5
	5
	

	Solution1
	\
	\
	\
	\
	\
	

	Solution2
	3x4=12
	3x3=9
	2x2=4
	1x5=5
	1x5=5
	35

	Solution3
	3x4=12
	3x3=9
	2x2=4
	3x5=15
	3x5=15
	55

	
	
	
	
	
	
	



Solution 1 was not taken into account as it did not resolve the problem. After using the Grid Analysis technique, it was clear that Solution 3, having all the extra costs included in with the advertised price would seem to be the best option to pick but to confirm this another technique was used to evaluate.
Regardless of the solution chosen they have the same time frame, budget and resources that can be used. There has been a time frame of a month to implement the solution, a budget of five-thousand-pound maximum to be spent putting the solution into action and the employees have any resources they can obtain in the office. They will not need any resources that aren’t readily available already in the workplace.  The first of these options are to do nothing. If this course of action was to be taken the problem would get worse, customers would no longer respond to marketing and sales would therefore drop resulting in of revenue for the company. That could lead to chain reaction of losing contracts with hotels and flight providers.on to the second option we see that there would be an impact on the time frame, budget and resources to implement this action. There will be a four-week time frame in which this would need to be done, this particular option would not be beneficial to the company due to the fees showing alongside the advertised base price would have on the customer’s interest.    The third and final option proved to be more viable for this process and would require the time frame, budget and resources allocated to be able to provide concise results. The responsibilities within this process consist of the marketing team which will need to update all advertisements with these additional fees clearly stated alongside the price. The web developers whose role would be to rebuild the website to fit the dynamics of the marketing team’s needs and maintain the web site daily. The travel agent’s which are a necessity, will be taking the live calls and gain feedback from the consumer’s point of view on certain aspects of the process. The main workload is passed down to the product packaging team who have to collect the information relating to all aspects of the package holiday from the hotel to the flights and excursions. Alongside these we have the team leader who will be collecting information from all teams on a weekly basis, they will also have the responsibility of updating the director with these daily stats, who’s only involvement within this solution is the financial backing of the five-thousand-pound budget.  




[bookmark: _Toc78971810]Develop a detailed plan for implementing the solution



This is a plan of every aspect of what needs to be done within this process, which will lead into a solution being put in to place. These aspects are as follows: 
1. The Team Leader will attend a meeting with the Director about the expectations of the solution going forward and how it will be implemented.
1. A team meeting with all the members involved will be held beforehand to discuss the problem present and provide full clarity on the solution going forward. 
-Everyone will be given their individual tasks and responsibilities to play their part in the execution of this solution. These individual tasks consist of two Web Developers needed for the last day of the project in which they will have to update the company website with the corresponding new details and pricing for the solution being implemented which is the new pricing of the package holidays. One further individual will be coming from the Marketing Team who will be needed in the last week of the process to update the consumer market and promote the new structure via social media websites, communicating with the customer’s via marketing email’s alongside informing the contracted companies about the whole new process and benefits within it.   Two further individuals are needed from the Product Packaging Team throughout the whole four weeks of this solution, the main role of the Product Packaging Team will be to re-build the structure and re-price every aspect of the pricing of the packages available to the consumer market.    Following on from the Product Packaging Team will be two members of the Concierge Team who will be required on the first two days, they will be collecting the information on pricing of all the public transfers which are going to already be included within the base price. Alongside these will also be the private transfers which will be available for an advertised extra cost. All of this information will then get fed back to the product packaging team who will then be able to start structuring and pricing the packages to correlate with the solution being implemented.    
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Stakeholders are important to the business and it’s vital that whether they are financially invested in the business or not, they are kept up to date with everything that’s going on and any changes that are made. Although they don’t have any financial input into the company they all have an interest in the travel company and how well the company succeeds. If a stakeholder is unhappy then it can negatively impact the financial cost.
The stakeholders for the cruise company are:
Directors
Employees
Customers
Cruise lines
Flight providers
Hotels
Creditors
It is important that all stakeholders are kept happy. 
Director: Being the main stakeholder and having the biggest financial backing to the company the Director will be kept informed daily by the Team Leader.
Team leader: The Team Leader is the manager of the project, and therefor will be sending out all the updates to all necessary party’s involved including all Employee’s, Director, all the contracted companies that are dealt with and most importantly the customers. Sending them weekly updates and sending out questionnaires to gain feedback.

Employees: Employee’s will be kept informed by their Team Leader. It’s important that they are kept up to date as they are financially dependent on the company.
Flight and hotel and creditors: Although none of these stakeholders have financial holding in the company it is important to keep them up to date. The contracted companies could lose out on sales that the travel agency make them when booking if the solution doesn’t work. If customers are not happy then no sales will be made and the problem will stay.








[bookmark: _Toc78971812]Assess appropriate monitoring and review techniques to ensure successful implementation of solution 

There are certain risks that may side track or lengthen the time that the situation takes to completely solve (Morgan, 2016). The risk factors may be:
1. The price advertised may not attract as many customers, therefore reducing the amount of sales. 
1. Not everyone will need all the costs that are included with the package. 
1. The transitioning period may not come as easily to some employees as others.
1. Using third party companies for services such as the transfers means limited availability and therefore can arise further issues if the company was to over book or advertise something that they cannot follow through with.

The risks will be monitored throughout the process using a spreadsheet to show the different aspects of the risks we are taking alongside the statistics of each of these risks. It will monitor everything from amount of calls taken to the amount of sales made. Comparing these with previous spreadsheets from the past. Spreadsheets are an excellent way to gauge differences in statistics as they work on formula’s which automatically update for you as they also pick up any abnormal statistics within the report, which can prevent stats being affected further down the line. Along with the creating of bar and pie charts to gauge the comparative figures week to week to ensure there is no detrimental impact.
As the company has statistics from previous years we can measure success by comparing the amount of sales from the same day the year prior. 
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