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[bookmark: _Toc133393429]Introduction 
By fostering a successful and long-lasting organisational culture, businesses and management are making substantial efforts to enhance the working atmosphere for everyone involved. However, a variety of internal and external factors—both positively and negatively—have an impact on the managerial behaviour that is continually changing. Managers frequently deal with challenging issues and try to find the best solution. To arrive at informed conclusions about managerial issues, cooperative procedures like cooperation, group talks, and analysing sessions are used. The purpose of this paper is to pinpoint a particular management issue and offer flexible decision-making techniques for achieving successful organisational performance. For resolving management challenges, various decision-making strategies will also be presented. The paper will also discuss Tesco's benefits and drawbacks of problem-solving and decision-making.
[bookmark: _Toc133330354][bookmark: _Toc133393430]The workplace Problem
As an adviser to customers for TESCO, PLC, I have dealt with a variety of issues relating to personnel, staff, and managerial issues. Successful guidelines and terms that can lessen dangers and bad elements are crucial for resolving such problems, which will have a good effect on the organisation’s decision-making process. Satisfying clients is essential for spotting issues and putting up feasible remedies that can assist in achieving administrative and company objectives and objectives. Users are unable to get information from TESCO, however, as a result of technological issues and mistakes made by the customer support department. Discontent among consumers and management's lack of reaction in service recovery comes as a result of this issue.
Effective interpersonal and problem-solving abilities are crucial for maintaining relationships with consumers and ensuring customer satisfaction, according to a study by McKinsey & Company (2021). TESCO can use a variety of communication methods, such email or message, to get feedback from clients and identify their issues in order to provide managers the right instructions. Since TESCO is a well-known company in the UK and has an established image among consumers, it is crucial to put the needs of customers first. The corporation employs about 440,000 people worldwide and runs about 6,800 stores. TESCO can build a strong brand recognition and reputation by enhancing customer happiness and tackling management issues, which will result in a long-lasting competitive advantage. Therefore, TESCO must concentrate on locating and resolving consumer issues and technological challenges encountered by its client service department in order to increase customer happiness and enhance its ability to make decisions. In order to oversee customer connections and ensure a favourable effect on the overall success of the firm, effective interpersonal and negotiation abilities are necessary.
[bookmark: _Toc133330355][bookmark: _Toc133393431]Root cause analysis 
Due to the complexity of the retail sector, delivering top-notch customer service is crucial for achieving financial prosperity. Errors made by employees may spread over the business and reduce the level of service delivered overall. Customer feedback is crucial for improving a company's performance, and external factors like how customers act may additionally have an impact on the calibre of the services provided (Maynes, 2021). As a representative of customer service, I have had problems with the team leader's lack of responsiveness, which has led to a decline in motivation and engagement among workers, which in turns has an adverse effect on the standard of the services offered along with the extent to which consumers are satisfied with those services. According to Kotler et al. (2012), managers' major focus should be on identifying and resolving problems of this sort in order to improve organisation efficiency and decision-making processes. Service-oriented firms must obviously have effective strategies for recuperating lost business.
[bookmark: _Toc133330356][bookmark: _Toc133393432]Evaluating Information for Effective Decision Making
Administration needs to do successful data investigation and assessment in order to come to wise decisions and address problems with the company. As an established retailer in the UK, TESCO ought to place a high priority on resolving issues and arriving at decisions that are supported by valid information and principles. The 5 Ws method is a useful technique for determining and raising consumer happiness at TESCO's customer care department. Management should promote focused talks to generate effective solutions, and all employees should be aware of the issue (McKinsey & Company, 2021).
Employee performance is essential to TESCO's success, and management should gather information from all areas to make wise choices. For customers, successful service recovery is equally crucial, and it's best to look into different options as well. The key issue with the customer care team in this instance was their slow response time, which had a detrimental effect on TESCO's managerial decision-making. Other significant reasons that require attention include technical problems and subpar service recovery (Kotler, 2012). To address the issues and enhance the effectiveness of organisations, adequate oversight and remediation strategies should be put into place. It is possible to make decisions that are effective by following a methodical procedure of analysing data and review.
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In order to effectively solve problems and make decisions, firms must take into account a variety of aspects, including providing quick customer service. TESCO should review its own internal messaging and service division to guarantee that it provides prompt service for customers in order to increase their satisfaction. A SWOT assessment is a valuable method for determining a business's assets, vulnerabilities, possibilities, and dangers. It may be used to analyse internal issues and make decisions regarding strategy. In a SWOT analysis, possibilities and hazards are considered in addition to internal and external considerations, with inside factors including weaknesses as well as strengths (Kazmi, 2008).
Strengths 
TESCO is a retailer, and just like any other firm, it has advantages and disadvantages that affect how well it performs in the market. Through the application of leasing and licensing, TESCO has been able to develop a favourable image and opinion of its brand over a considerable amount of time with a significant percentage of consumer segments in the United Kingdom and in various other countries. One of the business's key advantages is this. The fact that the business offers a wide range of technology and retail products to both consumers as well as businesses is another one of its advantages. 
Weaknesses 
The workforce at TESCO's customer service department, on the other hand, has a reputation for being tardy in responding to client inquiries. Lack of employee engagement, motivation, and communication are impeding TESCO's operating process, which might potentially harm the company's well-known brand and identity. The emotional interactions among personnel as well as among staff and customers might be improved to address this shortcoming.
Opportunities 
 TESCO has the chance to profit from its solid reputation as a brand, distinctive market position, and its current product offers in numerous nations. This enables TESCO to build its business and draw potential consumers, the owners, and investors, which boosts productivity and earnings.
Threats 
Due to internationalisation and the rise of new business concepts, the retail sector is subject to fierce competition. The UK today has local and foreign retail businesses, which increases competition in the marketplace. However, TESCO is having trouble meeting client requests promptly, which has caused a gulf between consumers and staff members. Customers' perceptions of value are being impacted by this issue, which could be bad for the business's reputation. Risks are external elements for a corporation, and according to the theoretical framework, TESCO could face risks from new retail rivals, corporate growth, partnership agreements, and industrialisation.
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Following are a few of the issues that the SWOT analysis revealed:
· Despite the company's excellent brand recognition and image, TESCO's customer care division has not been able to match customer demands for service. The connection between managers and their staff is eroding and there is a lack of engagement among staff as a result.
· The marketing and human resources divisions are experiencing problems as a result of a dispute within TESCO's management. The functionality department must do an efficient structural review and assessment to resolve this issue. However, leadership has not made any attempts to resolve the issue, which has resulted in a reduction in company efficiency and internal exchanges.
· Employees must adjust to legal concerns and developments in technology in order to maintain a seamless business operation. Modern technology and digitalisation need to be properly adapted for solutions that solve problems to be successful. However, the TESCO customer care department struggles to give clients assistance with technology, which has a negative impact on their impressions and subsequent purchasing habits.
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There are numerous methods and concepts that can be applied in relation to corporate issue solving and making decisions. Kurt Lewin created the Force Field model, which serves as one such example. This model assesses the variables influencing organisational issues and decision-making procedures. This model includes two different categories of factors: factors that drive and regulating forces. Motivating factors are the advantageous elements that encourage change, whereas obstacles to growth are the barriers that prevent it. The barriers and difficulties in the inner workings of the organisation are the restraining forces for the issue of subpar customer service at TESCO. This model aids in determining the variables that are causing the issue and those that are preventing its resolution.
The Force Field model suggests that TESCO's customer service unit should address the restricting forces and capitalise on the driving forces in order to find a solution. The solid reputation of the company and reputation of TESCO are among the motivating factors that can be used. It is important to address the restricting forces, such as poor communication and low staff engagement, by strengthening the internal leadership and the culture of the company. The Force Field model should be used by TESCO as a tool for analysis and assessment to enable efficient issue solving and decision-making. This will make it possible for the business to pinpoint the driving and restraint forces and create strategies to deal with them (Lewin, 1951)
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Driving forces are the elements that can help the customer care department of TESCO improve for the better. These consist of:
· Setting up efficient internal channels to make absolutely certain that any managerial challenges and issues are dealt with right away. To assess the effectiveness of each department, TESCO should also put together a competent management team.
· Creating and implementing an error-free technological means of communication that guarantees efficient communication with clients, shareholders, and investors.
· Upholding and improving an organized corporate culture with moral conduct among staff and employees.
· Giving staff members of a client's care unit more instruction and chances to develop their managerial skills.

Utilizing the identified driving forces can help solve the issue in TESCO's customer service department. The Force Field model does, however, also identify restraints that serve as impediments or barriers to the application of these motivating factors.
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TESCO's client service unit has certain motivating factors, but there are also restraints that could make it more difficult to solve problems and make decisions. Making better selections might be difficult because creating a good management is an involved procedure that depends on numerous macro environmental aspects. Without the appropriate instruction and adaption, implementing technology may also be unproductive and unproductive for the management. Changes inside the firm may also be hampered by cultural barriers and variances in interpersonal communication. Finally, TESCO may be discouraged from enhancing managerial performance since learning and growth can be expensive and time-consuming.
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The disadvantages for TESCO's customer service division include difficulties in creating a solid management team, integrating technologies with adequate instruction, cultural obstacles, and the expense of educational and professional development. In order to address these problems, TESCO needs to enhance its internal interaction and organizational culture, provide owners and potential investors with shared revenue options for making investments in modernization and technological advancement, and enable consumers a crisis number for quick assistance. These actions will aid TESCO in enhancing customer service while boosting sales and earnings.
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The way manager’s act and how well the company performs both have an impact on how decisions are carried out at TESCO. For TESCO to continue growing and becoming a top retailer, customer happiness and service improvements are essential. Employees, staff, consumers, investors, and shareholders must be involved in the process of deciding and the execution of strategy. TESCO can recognize and solve the current issue through economic and marketing analysis. To address the problem, TESCO should consult with creditors, investors, and higher-level executives to pinpoint the issue, establish liaisons with staff members, strategically review and evaluate tactics and tactics, and keep an eye on all managerial units to ensure that they are strategically aligned with the objectives and targets of the company.
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Every company must monitor in order to make decisions that are effective. To assess key metrics for success (KPIs) and keep track of client feedback, TESCO's client service division must monitor worker performance. The leadership team will be able to pinpoint areas for enhanced client service with the help of the consumer feedback gathered. The KPIs will gauge worker performance and represent TESCO's corporate goals and objectives. The management will assess TESCO's progress using KPIs while implementing tactical and tactical changes as necessary. The leadership team will make choices to solve the current issue based on the input received and monitor KPIs to gauge the effectiveness of their remedies. As a result, the customer service department will be of higher calibre, and customers will be more satisfied.
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In conclusion, how well an organization performs heavily influences problem solving and making choices. In order to establish a decision-making approach, we examined and evaluated an actual issue in this paper, along with appropriate tactics and theories. Since the source of the issue was customer unhappiness with TESCO's customer service department, the issue can be resolved with the right actions and tactical strategy implementation. The solution would be based on several internal and external elements that could help managers make more educated choices in order to solve the issue and accomplish goals that are long-term for businesses like TESCO.
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