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Solving problem and decision-making Report 
[bookmark: _Toc80785032]Introduction 
I am Jesica Mora Iva been working in house of Fraser for 7 years. The in the last 5 years house of Fraser had hight productivity standards.  I was a Sales assistance my contract was part – time 28 hours a week in the first month the company was providing trainings and give support to the employers during the recruitment process. I can say I have an exceptional Management team. They are supporting everyone to achieve sales and operational goals.
I gene experience in customer service from House of Fraser was offer a premium or Luxury retail environment. 
The request to work in House of Fraser had an excellent communication skill to be motivated, focused, good team player, ability to work under pressure. They were recognising your hard work and the give you free uniform, discounts, and bonus.
 Since House of Fraser when to Administration everything changed.
House of Fraser since 1849 Over 150 years old. Many in house Brands Expansion into the Global community. British department store group with 44 outlets across the United Kingdom. The Owner is Mike Ashley.
Mike Ashley It is the founder (CEO) of Sports Direct.
Problem 1 
[bookmark: _Toc80785033]Lack of Communication
 The managers having problems of communicating with the co-workers and clients.  That is the causes for many understands and make some conflicts in the workplace, as a worker you expect have a positive and professional environment. The problem is we do not have any more individual meetings to recount employee contributions and they give some guide to improvement. 
[bookmark: _Toc80785034]Lack of information
Lack of communication or information in a workplace can create conflict with the co-workers, clients, supervisors, employees. This will create poor organizational result.
Poor communication limited to the employees to know what the target of the company and the result is will be lack of productivity.

 For an example Hose of Fraser recently implement a new policy and few customers have not heard about. 
The problem is House of Fraser they more focus in Sales, but they need to be more attention to the customers and employees. Insufficient staffing, in the supervisor’s lack of managerial / leadership/ communication skills. 
Lack communication 
To return your item(s) bought in store for a credit note or where possible make an exchange, visit any House of Fraser store within 28 days of purchase. If your item is faulty, we will provide a full refund. Please provide a valid proof of purchase
They are many complain because the customers do not know about this. they can only have a credit note, or they can exchange for another product.
 There isa always a need to connect and relate with other, whether they are our co-workers, leaders, or clients. Communication skills are not just about developing relationships or getting with other. 
As you can see the problem it is not only in the Shop floor or management the problem its online too. 
Online Examples: 
1. I received an incorrect item  delivered. The same incorrect item was delivered again and returned. I did not receive the item I ordered
2. I was sent the wrong shoes.
3. Charging for delivery
Charging for delivery, and free click and collect option not available anymore, when all the other shops have it. When you buy online u can’t c products or try on, there’re HOF should at least have free click and collect option. I lost £9.98 because I didn’t like the clothes I got, and I couldn’t get delivery money back.
4 Disappointing delivery conditions
5 Very disappointed with the delivery conditions. Hof takes all this money and slap a massive delivery charge that they are unwilling to refund, and you must pay for returns.
This must change. Unnecessary linings their pockets
 


Solution 
[bookmark: _Toc80785035]Important to communication 
Communication is important it can be verbal, body language, writing or pictures, but many companies do not have the skill or good communication.
Time: be time effusion to find the problem and search for the solutions.
System: Use and organised, step by step approach, so that you take account of all the important information and clues with which you are provided, and so that you cover all sessile stages I the right order.
Sharing information to employers about the job. 
They need to improve the services and they need to read the feedback and make some changes so they can have happier customer. They need to be focus on the service rating.
Develop support services needed for workers and customers.
Maintaining positive customer relations centres on effective communication and is essential in today business.
Customer’s relations, or customer service, “is the interaction between employees or representatives of an organization or business and the people the organization sells to serves “(Ivy& Wahl, 2009, P370) 
Problem 2 
[bookmark: _Toc80785036]Unsatisfied employees
Since House of Fraser went to into administration in August 2018 the new owner up by Sport Direct change everything in the company. They maybe increase the sales, and they make the targets but about the treat to the workers its not te right one. It is a good clear example they make the decision to change the contracts to Cero hours contract. They decide to cut the security so every day you can see a lot of people try to steal the products without security you more vulnerable. They do not provide any training anymore. 
 In the contract there is no probationary Period anymore, the employment may be terminated with immediate effect, this means they can cancel you contract when they want. Some employers do not say anything because they need the job even though they live far from central London, half of the people are mature, so it is more difficult for them to find another Job. They did accept the cero hours contract they stay quiet and did not demand their rights. 
I am not happy for all this change; I enjoyed working in Huse of Fraser, but I haven’t found the support I need. I can see I will not reach my goals. 
One of the reason people leaved the job is because they find a better position, pay rise, and better location. 
 I decide to look for another job in Central London because in Croydon the situation its critical. Its many shops closing and you do not have many opportunities anymore.
Solutions 
Heighten Employee / employers and community recognition of training / retraining needs. all must recognize that promoting job training and retraining is in everyone’s best interest. 
Develop depth knowledge of the brands and the products.
They give to us compulsory training, depending on the position, and evaluation relating to the management of human resources or to offer the employee new employment opportunities.
[bookmark: _Toc80785037]SWOT Analys House of Fraser 
Strengths  
Internal 
· Strong British Heritage
· House brands Biba & Linea
· Click & Collect (online)
· Effective Leadership
· Good problem-solving skills 
· Good customer service 
· Able to give good customer services 
· Offer good value to customer 
· Maintaining visual standards.
Weaknesses
Internal
· Bad feedback, or reputation. 
· Small staff, no training provide
· Lack communication skills 
· High products cost.
· Location 
· Doest have a good customer service. 
· Time takes to deliver the products
· Poor time management skills.
External 
· Economic issues 
· Cost regulations 
· Competitors 
· Price match such as John Lewis 
Opportunities 
· SEO for HOF Brands
· Unique HOF stores
· Social media
· New Customers 
· New technology 
· New products / new brands
· New marketing strategies.
· Pay raise 
Threats 
· Brexit 
· Economy 
· Investment 
· New competitors 
· Interest in the management position
· Growing of online retail
· Growing consumer awareness 
Target customers in HOF 
Loyal brand 
Loyal HOF customers 
New products 
Key Competitors 
Department Stores 
Debenhams, John Lewis, Selfridges, Harvey Nicols
Direct brands Channels 
Outlet stores – Estee Lauders 
Boutiques – MAC, Jo Malone 
[bookmark: _Toc80785038]PMI
	
	
	
	

	 Location: Purley
Location work: Croydon House of Fraser 
 Plan: New Job to Central London
	

	
	
	
	

	Purley to Croydon :15 minus by bus.
	
	

	
	
	
	

	Purley to Piccadilly central London: 45 Minutes by Train 
	
	

	
	
	
	

	
	
	
	

	Plus
	Minus
	Interesting
	

	More Jobs (+10)
	Time (-5)
	Easier to find more jobs? (+5)
	

	 
	Money (-4)
	Meet more people (+3)
	

	 
	More difficult to get a new job. (-3)
	More difficult to be on time? (traffic) (-4)
	

	Transport (+3)
	Transport (-5)
	 
	

	Environment (+3)
	 
	 
	

	Money (+5)
	
	 
	

	21
	-17
	4
	

	
	
	
	

	The table score as 21(plus) -17(minus)4 (plus)= 6 Interesting
	
	
	


 
 My case the problem is I spend more time comparing to work in Croydon in my journey to work and back. 

Working in central London is easier to find a job with better pay and opportunities to grow with in the company compared to Croydon as its smaller and there are less opportunities
I am focus on the organization to find a job offer to me contact hours. They can provide training and job opportunities to further my career. Game more experience for a future roll.
[bookmark: _Toc80785039]Conclusion and Implement the Solution 
To solving this problem House of Fraser, need to be focus on the employers and customer. They need to respond rapidly changing internal conditions. The employer needs to give an excellent customer service. 
This company need to be focus on the quality of service, quality in the products and technology, for the team would quickly get to this products/ technology. 
The managers need to spend more time with the employees. Analys of the business problem, employee’s leave the company because they are not happy with the opportunities and the way being treated. Managers must make decision to change the way they treated the employees. Given more opportunities to the employees to reach they Goals. 
The managers need to make a new plan to evaluate targets results with the staff, this will help to increase motivation in the team group and make reports every weekend to the Shoop floor manager with the results of the plan. Make it a habit to discuss the team strengths and weaknesses. 
The leadership development programs managers on how to better motivate their teams because people are less engaged, they are less productive. The managers need to understand what people need employers and customers. Create feedback from the employers and make same changes to improve the problem.
Training about one third (32%) of all staff give good or very good ratings to ARL on providing education, training, and development opportunities. But many (75%) agree or strongly agree that staff members need more management training. 
The company need new methods to use in achieving the goals. Determining the appropriate information and control systems.
Create a staff leadership development plan, help to the team achieve goals or help the team maintain positive functioning of the team.
This report has made me understand the importance of communication and the teamwork for the success of the business and the staff.
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