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[bookmark: _Toc503253206]PART 1: Problem Tackling Skills
[bookmark: _Toc503253207]AC1.1. Problem Analysis
Problems are an integral part of professional or personal life of any human being. Problems can vary in nature and its content and thus, the solution to any problem can also vary significantly. There are several existing definitions of a problem. In general, a problem can be defined as any unwanted, unwelcome or harmful situation that hampers the positive flow of a process and is required to be resolved. Despite the differences in the types of problem and problem resolution all around us, any problem resolution process can be defined in four stages, as shown below.

Fig: Problem Identification and Resolution Stages (Ahmed, et al., 2003)
As shown above, a problem needs to be identified and confirmed first, followed by understanding of its root cause. The resolution of problem first needs to be planned effectively and then should be implemented in a disciplined manner. Finally, the implementation process is to be monitored, controlled and also improved by the feedbacks received (Barak & Mesika, 2007). Problems also psychologically impact a person by causing them grief, anger and a sense of failure. The unexpected nature of most problems also cause psychological issues of trouble and panic in many human beings. 
Problems can be simple which can be easily resolved by an individual, such as the problem that I faced while working as sales personnel in Tesco. Here the customer was not satisfied with the quality of the product as there were few defects with the electronic product, he has purchased and thus, the customer was very upset and angry about it (Berman, 2005). A complex problem on the other hand would need lots of planning and resources for its resolution. For instance, the issue of unavailability of sufficient sales personnel in peak season such as Christmas or Thanksgiving. This problem required more strategic planning and implementation for its resolution.
[bookmark: _Toc503253208]AC 1.2. Critical Thinking and Innovation
Critical thinking is the disciplined approach of resolving an existing or potential problem. According to Bailin (2002), critical thinking can be defined as the rational disciplined approach of identifying, analyzing, evaluating and synthesizing information obtained from some primary or secondary sources and thus, logically developing a solution for the given problem (Cope, 2003). There are primarily six major stages of critical thinking as shown in the figure below.

Fig: Six Stages of Critical Thinking (Bailin, 2002)
As shown above the first step of critical thinking is about gaining in-depth knowledge about the chosen problem. The comprehension stage is about understanding the characteristics of the problem. The application phase is about understanding the facts and resources necessary for resolution of the problem. The analyze stage is assessing the effectiveness of the designed solution (Facione, 2000). It includes identification of challenges, strong points and weak points of the solution. The synthesis is about developing an effective plan of action and implementing it in the last stage of critical thinking.
Both critical thinking and innovation are necessary as well as very impactful in resolution of a problem. For instance, taking the example of the complex problem discussed above, we can understand better how innovation and critical thinking can be useful in resolving a problem. In the given problem of lack of sufficient sales personnel in peak sales season, knowledge and comprehension of the problem helped us understand the characteristics of the problem (Hellsten, 2010). It was identified that during this season not only customers increase but even many sales personnel seek for leave for celebrating these special occasions with their families. Implementation of application and analysis would show that it is not possible to not allow employees take leaves. Thus, innovation was required to resolve this challenge and the idea of employing part time employees like college students for the peak periods would be a win-win situation for customers, employees and organization. This way innovation and critical thinking together aided us in resolving a problem in my organization.
[bookmark: _Toc503253209]PART 2: Understanding Organization Analysis & Communication Skills
[bookmark: _Toc503253210]AC 2.1: PEST Factor Analysis
PEST analysis is an analysis of the external and macroeconomic factors of an organization. The PEST analysis analyzes the political, economic, social and technological factors associated with an organization. The chosen organization as stated above is Tesco. The political scenario in which Tesco operates is stable and promotes growth and business. However, certain steps like Increase in taxation by UK government in terms of VAT increase has caused reduction in profitability of Tesco (Hirsh, 2008). The tax changes to control profitability from foods causing obesity is also a concern for Tesco. The factor of Brexit would however cause trouble for Tesco in terms of availability of trained employee availability. The economic environment of UK is also growth promoting for Tesco because of high purchasing power of the people. The economic environment of increase in employment in UK is also a plus in promotion of sales of Tesco. In terms of social environment, UK has a diverse population with varying culture and religious beliefs. This is not only a constraint but also an opportunity for the business (Ma, et al., 2010). There is also an increasing social trend of one-stop shopping which has motivated Tesco to sell several non-food items in its stores. In terms of technology, the biggest evolution has been that of increased use of online shopping in which Tesco already has a strong presence. Another technological change that has happened in UK is use of social media for marketing and PR activities. In fact, customers have also recently started sharing any bad or good experience of Tesco in social media which significantly impacts the brand image of the company, positively or negatively.








[bookmark: _Toc503253211]AC 2.2. Letter to Manager

To
The Manager
Sales Department
Tesco Stores
London, UK

Hi 
Based on my analysis on the existing external environment of Tesco, I would like to provide some suggestions for the company. The analysis that I have done was using PEST analysis as the tool. It was found during the PEST analysis that though the political environment of Tesco is stable, there are few aspects that Tesco must cater to. For instance, the increase in taxation on food items that can cause obesity which would impact the profitability of the company. Thus, the organization must portray itself as a healthy food item store. Another challenge identified was the probable lack of human resources because of Brexit. The company must have effective succession policies and recruitment policies to ensure human resource shortage is avoided. The economic analysis showed that there are efforts on increasing employment level of the country and thus, this would again increase the average purchasing strength of the customers (Hirsh, 2008). As an organization, Tesco should strive to target these middle class and evolving middle class customers more effectively with strategies of discounts, end of year sale and so on. The social analysis highlighted the diverse social nature of UK’s society and thus, showcased the importance of appreciating these differences in culture. Thus, Tesco should also appreciate these differences in culture and ensure that their stores have products for all cultures of UK. Finally, the technological analysis highlighted the role of online shopping and social media use (Ma, et al., 2010). Tesco should also strive to increase its online presence and should sell more products online than offline. Also, the company should increase its online presence in social media platforms such as Facebook, Twitter and Instagram. These mediums are very powerful in brand image building for any organization.
I have shared my understanding of Tesco’s external environment, based on my analysis. I hope it would appear effective and meaningful to you.
Regards
[bookmark: _Toc503253212]PART 3: Working with Others and Employee Behaviour
Employees are the epicenter of the organization and anything good or bad that happens in an organization is primarily because of the employees and their behaviour within the organization. According to Brooks (2000), employee behaviour can be defined as the manner in which employees respond to a specific scenarios or circumstance within the organization. The manner in which employees behave and respond to all kinds of situation in the organization constitute the employee behaviour (Anitha, 2014). Organizations are impacted by employee behaviour significantly because employees are the faces of the organization and showcase the organization culture. 
Though, employee behaviour can be categorized into several types, there are two major types of employee behaviour that impact an organization culture significantly. Both these employee behaviours discussed are the outlier behaviours.

Fig: Major Types of Employee Behaviours (Brooks, 2000)
The positive behaviour outliers are the employees who are smart, dedicated and charismatic employees whose performances are above the expectations of the organizations and thus, they are usually much above the average employees of the organization. Negative outlier employees on the other hand are those who are very slow in their performance and are more of a liability for the management. These employees are unable to take any small challenge in workplace and showcase negative work attitude like avoidance, anger or negligence (Brooks, 2000). These are two major employee behaviours, the management of which determines the success or failure of an organization. It is the duty of the management to raise the average employee behaviour to the positive outliers’ level to maximize benefits for the organization. At the same time, it is the challenge of raising the negative outlier employees’ behaviour to average employee behaviour level that has to be accepted by the management of the organization.
Thus, management of employee behaviours is a duty of the management or an organization and some of the impactful ways to do that includes managerial control, ethics, accountability and harassment. The managerial control should be done in a manner that not only promotes positive behaviour but also aids in getting rid of negative behaviour. This requires the control process to empower the employees and set effective goals for them. In terms of ethics, there must be a minimum set of standards that the employees should follow at all time (Constantine, 2013). Any discrepancy in ethical standards should be strictly dealt with. For instance, sharing official information in public or behaviour etiquette. Another process of managing positive behaviour of employees is holding them accountable for their activities. Accountability would inspire more ownership and empowerment for the employees and would inspire them in a positive manner. Finally, there should be strict policies in the organization against any kind of harassment. Harassment policies should prevent any kind of harassment by seniors or juniors, which would also prevent any kind of negative behaviour within the organization.
[bookmark: _Toc503253213]PART 4: Information Technology in Chosen Organization
Tesco is one of the leading retailer in UK and deals with millions of customers on a daily basis across the country and globe. But the increasing competition in the industry has forced Tesco as other retailers to use high level information technology for the benefits of the organization. 
Some of the advantages of using Information Technology in Tesco are:
· High degree of automation in redundant processes like billing or payments which saves time for customers.
· Collection of data about customer along with analyzing this data has become more easy and effective.
· The company has been in a better position of understanding its results of branding, promotion and advertisements.
· Communication between several stakeholders such as storekeepers, managers, suppliers, transporters, etc. has become easy and efficient (Humby, et al., 2004).
· Planning of strategies such as inventory management, product positioning, etc. has more effective with use of information technology.
· Online shopping and reduction in cost in day to day operations has also been achieved with use of information technology in Tesco.
Along with all these advantages, there are certain disadvantages of using Information Technology in Tesco. Some of them are mentioned below.
· Because of the dispersed nature of retailing business, the cost of implementation of Information Technology is high throughout the business.
· The complexity of management of IT in several aspects of Tesco’s business is also high (Hirsh, 2008).
· There is also the factor of training and learning of employees which is again a costly and time taking affair.
· Over use of IT can be costly and inefficient for the core business.
Thus, though use of IT in retail business of Tesco is advantageous but there are also certain disadvantages that the company has to face from unplanned use of IT from time to time. IT is an empowering factor which should be strategically used by Tesco’s management to maximize the benefits.
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