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INTRODUCTION:
The purpose of this report is to recognise problem tools and show techniques to identify and propose solutions at Tesco Express on George street Croydon London as a work place and to include an evaluation of possible solution of long waiting time as big problem for this company .in this case I will look at long queue as the problem and self checking machines which are quick effective on customer service as the one of the solutions. 
BODY:
A problem is UN wanted situation which is harmful and need to be sorted out. And in this case, the problem at Tesco Express is the long queuing /long time waiting which are time wasting and time and time consuming   which has led people to lose interest in Tesco express and resort on other companies because of long time waiting problem. 
  Tesco Express is a store and a branch of Tesco company which sells grocery  products of Tesco company such as , water, fruits cigarettes beers  , fosters Guinness Stella, Carlsberg to mention but a few. Also sells   becks and tobacco etc, it is located in George street in Croydon south west London. It operates every day from 6am- 11pm.
According to my experiment and from other people sources, this store is experiencing long queue waiting time problem which is caused by the lack of self checking machines which are easy, quicker and effective to make customer service too quick and effective. In this store they are still using non self check outs systems which are old system of customer service, which is time consuming system, is not modern system of customer care. It is a big problem compared to the other competitors,        
In Tesco Express George street Croydon ,when you enter for shopping ,when you are more than five people you will wait for half an hour because first of all ,it is handily to find more than two people on teller and the store is always full of people who are shopping because it is the only store with in the area strategically near the Tram station that means  many people go in for shopping ,also being at the George street tram stop ,many people who are travelling to different places first go in for drinks and simple eatables. Because of long queue sometimes people go without buying because majority of the customers are travellers, when they are waiting for the trams   and tram arrives before being cleared they just drop the items and go and hence Tesco losses, that is when they think going in to buy some stuffs, and being on the tram stop, customers sometimes they go without paying or without buying stuffs. Also when people are on those long queues sometimes they get tired and start thinking other options and on top of that you “time is money’’ why should I spent all that time standing where’s some stores where I can get the same products without wasting all that time .
Also people are time conscious , they leave their homes knowing they will spend certain time for example five minutes buying something and they proceed  on their journeys but if you make them stand for more than the planned time they lose interest and find other means of solving their needs.
Also some people are weak to stand for that long for example some are sick, have disabilities and old age so, these people they unable to stand in those long queues . Also to make matters worse the store itself is too small has no enough room to stand in , people end queuing through the main door and end up blocking the pavement outside by blocking pedestrians which can result into causing accidents with the pedestrians outside the store some ride their bicycles ,scooters and skate boards.
SOLUTIONS 1:
 According to Peter Morgan(2017). ``The frameworks for solving a structured problem can seem relatively straightforward and typically following a set of stages clarifying the problem, establishing causes, developing options and making a choice. 
Stage! Clarify the (real) objective –what do you really wish to. Achieve (what is the problem you want to solve)?
In some organisations, there can be tension between what is said believed, or between what is said and what the underlying issues really are. Here personality really does play a part. If are nervous about upsetting others or want to please other people, then it is possible that any disagreements between people will not be addressed and any solution will not really help the organisation to move forward. Instead you will likely end up with a solution that maintains the way ‘frame’ the problem (i.e. the way you describe what the problem is) will have significant implications on the solution proposed and chosen. If the real objective is not clarified at the beginning of the process, then it is likely that the problem will be solved, and the same is true if the problem is not identified correctly. 
Stage 2: Establishing the causes of the problem.
In the 1950s, two British individuals, Charles kepner and Ben Tregoe, identified a decision making process which became a well established framework for problem solving (kepner and Tregoe, 2013)
This rational and scientific approach helps to identify and verify the cause of problem by seeking to identify where, when and with whom problems are occurring, are not occurring, and any changes or differences in situation which might explain why they do and do not occur.  
Stage 3: Generate the options for solving the problem.
Once the main problem has been identified, the next step is to generate options which might help to solve the problem, and often this is where creativity becomes an essential part of the process. 
Stage 4: Make a balanced choice.
Once a small number of appropriate solutions have been identified, the next step is to choose which to implement, and ho w, when and with which people. A decision about the choice of solution would usually be based on a number of criteria related to the problem we are trying to solve. We would usually score each solution according to those criteria. For some decision, the criteria would need to be weighted to indicate relative importance. Making mathematical calculations then becomes relatively easy and the best decision would then be the one with the highest score.
Making and /or implementing the decision is likely going to rest with the relevant team committee, which in turn needs to be provided with appropriate resources over a particular timescale. Whatever is chosen, it needs to be capable of addressing the relevant problem without creating bigger problem. A large organisational change project will almost certainly create other issues (e.g., staff morale, people being made redundant or even internal sabotage) but in the longer term, the benefits have to outweigh the costs.
  
 Use of rational problem solving:
 In some form or another, we are conditioned to solve problem in this kind of way. Time, effort, social convention and other constraints force us to have a logic explaining why what do we do, and ensure that we have the facts and figures to support our point of view. Such processes are even at the very heart of academic life, where critical thinking demands that support our case with logic and ideas based on good research and published theory.
Given the right circumstances, we can often be more creative than we are condition to be. The next section will examine how creative individual construct processes to assist them in developing innovation ideas and solutions.
Creative problem solving:
As mentioned above, we are typically ‘programmed’ to engage in rational, common sense decision making. However, given the right circumstances, we can often be more creative than we are conditioned to be.
Knowledge:
Knowledge and expertise come in very different forms and may be used by different people in different ways. Creating individuals use knowledge not simply by applying it to situations based on previous experience, but by identifying relationships between different concepts and ideas. The mental manipulation of those relationships enables creative individuals to develop innovative ideals that others will not have through about. Knowledge can also apply to processes as much as to facts and ideas that others, so changing relationships between concepts and then understanding how those changes can lead to changes in process can radically alter the view an individual might have of any one particular problem.
 There is a slight irony here the longer someone has been in a job role, the less creative they are. We might expect that the greater someone‘s knowledge from their experience, the more creative they would be. In reality, the longer someone has been in a role, the more fixed their ideas become perhaps based on thinking that they ‘they have seen it all before’.
Creative abilities:
 Solving a novel or unstructured problem will require the ability to see the problem in relation to ideas and knowledge gained from elsewhere, but in a way that others are unable to do. It seems that successful scientists spend a great deal more time defining a problem than those who are less successful (Mumford 2000). However, it also seems that more creative individuals will spend time playing around with visual representation of problems to identify relevant concepts and possibilities than will those who are less creative. It is at this stage that extensive knowledge and expertise becomes essentials, since it is necessary to know which concepts may be relevant and useful, and then to know how they may be reorganised.
Constructive and manipulating a visual representation of a problem requires an understanding of the relevant ideas concepts, but research indicates that developing a creative definition of a problem is more successful when the individual concentrate on processes and concepts, rather than on goals (Mumford 2000).
Understanding how to creative is about understanding how to build hypothetical possibilities without restriction and then working out how those hypothetical possibilities can be brought into reality, solving a problem that others cannot solve often involves seeing the problem (to conceptualise it) differently from others. Typically this means that we conceptualise the issue differently, come up with solution that others have not developed and/or implement a solution in a way and at a time that others have not thought about.    
  Brainstorming:
This is very frequently used word describes an activity where individuals contribute to a discussion. It can be used at any stage of a problem solving process (including identifying the nature of a problem), but is most often used when trying to develop solutions to problem. A record is usually taken of this contribution in a way that others can see (e.g. flipchart) and a discussion can be very energetic”.             
  According to Mound , Schriek & Tinkler(2017).  ``many of our  decisions do not need much through ,relatively small, routine, or mundane choices generally do not require us to spend a lot of time  or energy because the outcomes associated with these types of decision probably do not affects us very much. In other cases, however, we speed to spend time to think about our decision, especially those related to solving problems.   
   Important decision can make shape our lives, and our decision quality is improved if we critically and creatively analyze the problem facing us by considering new and different options, weighing the evidence objectively, looking at a problem from a different angle that gives us different insights, developing novel solutions that effectively solve our dilemmas, and forecasting the probable impact of our decisions.
  Critical thinking is the process that emphasizes a rational basis for what we belief and provides standards and procedures for analyzing, testing and evaluating our beliefs (Rudinow & Barry, 1994). Critical thinking skills enable decision makers to define problems within the proper context, to examine evidence and objectives, and to analyze the assumptions underlying the evidence and our own beliefs. Critical thinking enables us to understand and deal with the positions of others and to clarify and comprehend our own thoughts as well .when critical thinking is applied, all aspects of the decision process are involved, from defining the problem, identifying and weighing decision criteria and generating and evaluating alternatives to  the consequences that will result from our decision .However, critical thinking does not mean that we always make the best possible decision, never reach the wrong conclusion, and never make mistakes, it is simply a process we apply that enables us to arrive at superior decision consistently.
According to (Amabile, 1988). Creativity results in the production of novel or new ideas. Creativity means doing things differently, being unique, clever, innovative, or original. Creative solution are those that are not limited by self-imposed boundaries, those that consider the full spectrum of options from logical to seemingly illogical ,and those that result in the creation of new and improved ways of doing things.
  To think critically and solve problems creatively, we must first understand how decisions are made and the factors influencing our decision making process. Much of what is taught formal education concerns how decision could be made. Although an understanding of rational decision making helps to explain decision processes ,behavioural decision theory is concerned with how people actually do make decisions. If we as decision makers are aware of the factors influencing both our interpretation of problems and the methods we use to solve them, then we are better able to see subjective patterns of behaviour in our own decision actions and take steps to minimise and avoid their possible negative impact on what we decide. If we are aware of how the mind processes information and how biological, physiological, and psychological factors influence on our thinking, we are better prepared to address their probable in hinder our creativity and innovation, then we are better able to overcome their constraining effects and unleash the creative potential in our minds.          
  Critical thinking involves determining what we know and why we know it, creativity involves generating, considering and using new ideas, concepts, and solutions. Applied together, the two strategies enable decision makers to analyze objectively and reason out the situation facing them and to come up with different and potentially  unexpected ways of addressing and correcting problems,
The rational decision process:
  If decision makers had access to all the relevant information they needed, had enough time and energy to reach the best possible solution, and were unimpeded by ``being human’’ they would always use the rational decision process. All of us strive to make the best decision we can, but we are usually limited by certain constraints. Sometimes, we do not have enough information or enough time, or just are not sure what we need to do to develop an optimal answer. We would like to make the most reasonable, logical, and objective decision possible, but we are seldom able, to arrive at an optimal solution . most of the time, to the extent possible, we try to be as rational as we can by using what economists term the rational decision making process, a problem solving approach that involves the following sequence of events: problem identification, criteria definition, alternative generation and evaluation, and implementation.’’
  Solutions 2:
      Solution is the means of dealing with difficult situations.
  Basing on my research information, a problem of long waiting checkout in Tesco Express can be solved by company to introduce modern technology which is a new means of checkouts, is called self checking, is quicker and effective and it can be used to solve the long queuing problem in Tesco Express.  
Self checkout is an automated system which helps shoppers to purchase items from the stores and take them to the automated machines/computers for checkouts without any employee assistance. This is done by a shopper interacts only with the machine/computer instead of a store staff. This can be done by the shopper touching the computer and it welcomes him/her and it will produce the voice telling the shopper every single step for example, start scanning the items, where to place your purchases and how much money to pay and how to pay either by card or cash after making the payment, the voice will say, take your items and goodbye.
Self checkout is the best system compared to manned checkout lane, because it helps shoppers to do their shopping in time, it is faster, quicker, reliable dependable, you do not worry about the potential incompetence of the cashiers and it increases privacy by the shoppers.
Sometimes, some customers do not want to interact with cashier, can use the self checkout.
Self checkout provides multilingual services.
However, self checkout can cause the following problems to the company.
It can reduce the possibility of interaction between the customers and staff.
Self checkout have low reliability ,for example ,if the scales fails in bagging area, the machine does not recognise it, and this will take longer to be sorted out by looking for machine operators and experts.  While in a manned checkout lane, any simple problem can be solved by the staff or machine operator.
Also, if the self checkout machine get problems, the business will be on standstill and my not fixed for quite some time while in manned checked lane the business  will not stop because it is controlled by human being not machine.
Evaluations:
These days majority of the stores have taken a step towards integration of modern technology by introducing self checkout systems in order to solve manned checkout lane problem, such stores are Tesco, island, Asda, Agos lidol Sainsbury’s and to mention but a few. The intention of this integration of modern technology is to satisfying customers, to keep track of the total costs of their purchases and sort them while shopping in order to avoid long queues and also unpacking off the purchases at the cashier.
Also the main ideal of introducing of this system was to ease the customer’s workload as well as making shopping easy and faster. However, much as self checkouts introduction has increased exponentially in business industry, some on survey have shown that although, some individuals uses self checkout systems is a great deal, but other customers have come up with a number of issues and concerns with these self checking systems: such as barcode not scanning which lead to slow customer a head in the line. So they come up with an ideal that, these systems should be designed of self checkouts more user friendly.
Recommendations:
 Basing on the research and information about self checkout system, I recommend that Tesco Express which is located in George street Croydon London should introduce self checkout system in order to compete with other companies favourably, the other companies which have used this for last five years ago, have been successful in business, Such companies for example are: Tesco, island, Sainsbury’s, lidl, Asda, morrisons, aldi, co-oparative and waitrose 
Self checkout system is good, it adds speed in the business by customers can checkout and pay for their purchases, instead of standing in long lines waiting to pay. Here customer can quickly make purchases by ringing up items.
Self checking out can be helpful especially when it is peak sales for example when stores experiences in big numbers of customers and this can help to reduce the length queues and waiting times which will make customers to be happy and also will reduce the stress on employees.
More to that, self checkouts take up less space, for example five  kiosks of self checkouts can be take up same space as a simple manned checkouts with a cashier.
Also self checkouts systems can help the company to pay fewer employees for example, when during slow times, when few customers are checking out, cashiers are not doing anything but at end of the day they are paid for nothing. In this case introduction of self checkout computers can cut back on numbers of cashiers, because, one person can serve several kiosks at the same time.
More to that, the self checkout system is a very good customer which reduce retailer costs and enhance customer experience, self checkouts systems have popular choice in supermarkets and around the whole world .
However, self checkouts have some disadvantages on security, as all transactions and purchases are done on line with registered cards information, this can be tempting and help the hackers.
Also much as it is a good and advanced technology, some customers will try and steal, because they are an able to supervise and monitor the transactions of the customers closely.
Also there is lack of interaction with cashier because some customers prefer to have one-one interaction with cashier.
More to that, there is adaptation difficult, sometimes coupons and barcodes do not scan property this will need verification assistance from the employees and hence time wasting.
CONCLUSION:
This report is to show how long waiting time in Tesco Express Croydon branch is a problematic to this company and to see how self checkouts system can best solution to the problem, by giving good services to the customers and more importantly to solve the problem of long time waiting. Although some stores have implemented it, but also the costs of installing the system are high and more to that there is also security risks in the service, and to some customers like the young generation, they want quick service, but other customers  especially the old age who does not know how to use the computer will struggle and at end it  in not worth it. 
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