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Introduction
Our company started small with 4 employees and few orders a day, after a year it grow up and needed to have different departments to be able to handle all the order and request.
As we kept growing up we decide to widen the area of deliveries and orders.
We discover that in our company is a lack of communication between our logistic department and costumer service department.
This is a serious problem as the two departments are crucial for our business to work and keep our costumer satisfaction. With the problem we have between the two departments made the business loose its trust and costumers.
We are going to use the right tools  to find new ideas on how to make the communication better between the 2 departments and make sure the implementation plan is going flawless.




Our costumer complaints started to be higher and higher about their orders never arriving or arriving very late. 
To make sure we find the exact problem we decide to give out a survey to our employees and start gathering data and also trying to see how our employees see the problem.
We give out survey for a month and make sure our employees from both shifts will complete it.
At the end of the month we reviewed the survey and find out that 2 of our company department have a lack of communication, both departments being crucial for our company.
The problem was between our costumer service department and logistic department 2 departments that is in need of good communication so our company can meet our costumers satisfaction.
As we have some information from our survey we wanted to have a meeting with both department and understand their sight of view and make sure the data is accurate. 
In the meeting both departments confirmed the lack of communication, letting us know that this problem arose from the moment our business started to grow up and extended the area of deliveries and orders.
The orders were coming in more and more and they weren’t able to keep the communications steady.
Both departments making complaints about this but non of them being brought further to the management to be handle it, letting them with no response on a solution.
The lack of communication was impacting our company as our constant costumers didn’t trust us any more and they’re feedback was making us losing new costumers as well, making our sells drop by 30% and still going down. If the problem wasn’t being handle the company was subjecting to bankruptcy.
Even though the problem was making our company lose it’s clients we didn’t want to just rush everything up so we try to take it step by step and come up with solutions that will help our company but also our employees and costumer satisfaction.
To understand better how the problem arose we used fishbone diagram. Ishikawa diagrams are causal diagrams created by Kaoru Ishikawa that show the potential causes of a specific event. Common uses of the Ishikawa diagram are product design and quality defect prevention to identify potential factors causing an overall effect.
Fishbone Diagram
Cause-and-Effect Analysis
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Couse: Poor communication 

1: Technology – Internet
· Computers 
· Phone
2: People   -     Costumer Service
Logistic Department 
3: Proces – Timing
                  
We found out that the main problem is our technology, as the internet is very slow, the computers are not enough and the phone don’t handle our orders system.
The timing that our logistic department receives the order from our costumer service department is very slow and it delays how the order are leaving our warehouse. 
 On the next meeting we had, we come up with more solution to make sure we make everything we can to improve the company communication problem.
To make sure we come with the best solution we require our IT manager to come along in the meeting.
Solutions proposed 
1.a) Additional computers for both departments that can help all the employees use their own computer and be able to put the order in as soon as possible
· Or we could change to tablets as there are more easy to learn and use.
New internet supplier that will handle our system and it won’t slow as soon as the day become more busy.


2. We spoke with our IT manager and asked him if he could manage to make an application of teams chat in our computers/tablets witch will help our 2 department to keep in touch with each other, and see if the communication is more efficient than through the phone.
We propose also to have a new virtual spread sheet where both departments can have access to and be able to input in real time like, the date and time when the order was taken by costumer service. The time when the order was registered by the logistic department. The packing time and the time that the order left our warehouse. Making the departments have a constant feedback and make sure that the order is through at the right time.
With the new system we are hoping all the order are being processed in time and leave our warehouse as soon as possible.
We also proposed that we have a new team leader position and IT position, one in each department teams. The 2 team leader being permanently in touch with their team and with each other as well, making sure that everyday problems are being solved and support their teams members with everything they need. 
And the IT employees will be on the offices beside the teams and make sure our technology is up to date and resolve any problem that comes along to our system. They will be taking care just of the 2 departments so we make sure we have IT staff available if needed.

Both team leader being able to have a meeting every Monday morning and discuss the problem they encounter the week before and come up with solutions that will help both teams.
The team leader will allocate 1 hour for the meting and speak open with each other if needed we are going to provide a manager that can attend the meeting.
And to make a better bond between the team member from both departments and make sure they function well together we proposed that every 2 month they will be able to meet at a restaurant, paid by the company, where they can socialize , witch will help them know each other, improve their moral and  create a comfortable zone.
To have a good communication between the teams we want both teams to know each other and trust each other enough to feel comfortable to work together.
To make sure our solutions were the best ones, we used SWOT analysis and see if the solutions supports everything we need.
SWOT analysis is a strategic planning technique used to help a person or organization identify strengths, weaknesses, opportunities, and threats related to business competition or project planning.


Strength 
·     Good IT management 
 
 
  Weaknesses:
·     Lack of technology – Computers, phone, tablets
 
Opportunities: 
·     Support from a known technology company
·     Training support
 
3.  Threats
            Trust


The SWOT analysis helped us understand we have a good IT management that can help us make a new system that will help with a good communication between our departments. 
Even though our business grow up we didn’t add the technology that our employees needed witch lead to overcrowded order and late input of the orders in the system.
We have the support from Samsung technology company, and also we are able to provide the training needed so our employees know how to use the technology.



As our clients loose the trust in us will be hard to regain it



Plan for implementing the solution.
This changes will help our departments communication and our costumers satisfaction.
With this changes we are having the goal of regaining our costumers trust, and our employees confidence.
The IT manager will handle the TEAMS chat and the new software that will help our departments to have a better communication.
The executive manager will take care of the new equipment and assigning the team leader for each team, the team member and he will be able to provide training if needed.
The new team leaders will take care the teams meetings, organizing a meeting outside the office every 2 months.
Key points task: 
· New team leaders
· New technology 
· New software 

The team leader will be assigned in the next 3 days, in the 3 day the executive manager will be interviewing our employees and choose the right person for the job.
The new technology will be fully bought by the end of August and will give time to be fully install and ready to use by the end of the next month.
As soon as the new technology is ready to use we are going to have a meeting every week collecting data and see if the new implementation is working in our benefit or we are still in need of new solutions.
We are going to provide a survey to both teams and our costumers as well witch will help while we collect data.

The company is providing £10.000  to the executive manager to make sure he is able to buy everything he needs without any concerns about the resources.
We are going also to provide emergency resources witch will be accessed in case we are going over the budget.
We are going to be by our employees all the way and provide everything is needed for the change , as we know any change can be overwhelming and hard sometimes we are going to make sure our employees feel free to come and ask for consultation in any problem they are having, offering support along the way as well we are going to give out bonuses every time we are going to have an increase of 15%  percent on orders showing them our appreciation of their hard work.

Stakeholder plan communication 
VP of communications will be updated on major milestone, like  high-level timeline, budget or progress update via email.
Communication project lead will be updated weekly by email or face to face meetings. It can provide strategic direction if needed.
Communication coordinator check in daily through email as needed and have weekly meetings.
To ensure success implementation of the solution the team leaders will have a meeting with executive manager where they will discuss any concerns they are having, they will update the manager on how the communication between the departments is and if anything needs to be provided in order to make sure the everything goes according to the plan.

Conclusion
 The problem between the 2 department was discussed and from the data we collected we come up with few solutions that will be beneficial to our company, in order to have our costumers and employees satisfaction.
The data collection was made through surveys and Fishbone Diagram witch helped us understand better where exact the problem arose and where it was a need of improvement. 
SWOT analysis helped us to make sure our solutions will work in our benefit and that our weaknesses can be transformed in our strengths.
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