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[bookmark: _Toc1]Introduction
Each and every business organisation is bestowed with some problems that might have serious impacts on its operations. So, these problems should be identified earlier and necessary actions must be taken immediately to solve these issues. Like other organisations, there are some problems in Heron Food Limited also which may suppress its success (Heronfoods.com, 2017). The needed skills to tackle these problems at Heron after understanding its key influential factors and the employee behaviours have been discussed in this report.
[bookmark: _Toc2]Part 1: Skills needed to tackle the problems in Heron 
[bookmark: _Toc3]1.1 Definition of a problem, its stages and its psychological effects on human health with examples (AC 1.1)
[bookmark: _Toc4]1.1.1 Definition of problem 
Problems are some unwanted situations that create obstacles in the way of success and require special attention to be resolved (Beyer, 2015). 
[bookmark: _Toc5]1.1.2 Stages of a problem-solving process
Identifying the problem
Brainstorming the possible solutions
Assessing the possible solution
Choosing the best solution
Planning the best way to execute the solution
Carrying out the solution
Reviewing the outcome

Figure 1: Stages of problem-solving process (Hicks, 2014)
Figure 1 depicts the stages to solve a problem which includes seven stages of the problem-solving process. This process starts with identifying the specific problem to be solved. Then several courses of actions have to be identified as the possible solutions to the problems through brainstorming. Each of the options has to be assessed critically in the next stage and then the best-suited option has to be chosen. Once after the solution has been chosen, then it is time to plan how to well execute the solution. Then the solution has to be carried out practically and the result needs to be reviewed and corrected if it requires any.
[bookmark: _Toc6]1.1.3 Psychological effect of a problem on human health
Human health, in terms of psychology, is the positive state of mind that enhance the capability to think, share and perform in a way that affects the productivity and the efficiency of the organisation (Kinley and Ben-Hur, 2015). Any types of problems within and outside of a business organisation may have a profound effect on the human health. For example, if there is high inflation in the economy where the business operates, thus its expenses will go up and profitability will decrease if it could not raise the prices (Horvath and Forte, 2011). So, there is a chance that the management will shut down many of its outlets and many employees will be fired off from the job. Thus, high inflation has a psychological effect on them. Similarly, if there are cultural dissimilarities among the employees, it may become a big enough problem for the management to handle. Due to this dissimilarities, the employees may feel not getting proper recognition or reward of their contribution to the success of the organisation as the practices vary from culture to culture. Some of the employees may feel injustice to them and so will be demotivated to work for the organisation (Epstein and Rooney, 2017). Now, think about the technical problem like disorder in many parts of the machine in an organisation where all things are automated. In that case, there will be extra stress on the employees to complete the work manually which may negatively affect their health both physically and psychologically. 
[bookmark: _Toc7]1.1.4 Simple and complex problems in Heron
If there is no proper authority to handle the disparities between its management and employees, then it would be a simple problem for it that should be resolved. Another problem may be that if the employees do feel that injustices are done with them. All these issues are comparatively easy to be solved. But the more complex problem of Heron that it has already faced is the use of some ingredients like sulphur dioxide in the products not disclosing it in the packaging for which it had to recall its products from the customers (Martinez de Castillo, 2010). Similarly, it might have to take some products off its shelves due to the Allergy Alert (Hoaglund, 2014) issued by the FSA. 


[bookmark: _Toc8]1.2 Critical thinking and its key steps along with explanation of how it can assist to tackle problems (AC 1.2)
[bookmark: _Toc9]1.2.1 Critical thinking
The capability to think about an issue clearly and judgementally going beyond different types of biases is critical thinking which is reflective of the proper evidence and the quality of arguments (Andriole, 2009). This ability develops over time in the people.
[bookmark: _Toc10]1.2.2 Key steps of critical thinking
There are at least five key steps of critical thinking (Corchuelo, Ruiz-Cortés and Wrembel, 2013). These are:
Understanding the links between the ideas
Determining their importance and relevence
Recognising, building and appraising arguments
Identifying the inconsistencies and errors
Approaching the problems in consistent and systematic way

Figure 2: Steps of critical thinking (Gabriel, 2017)
To think critically about some issues, at the first step, it is important to clearly understand all of the generated ideas to resolve the issues and the links among these ideas (Turban et al., 2012). Because without a proper understanding of these ideas and their linkage, it is not possible to judge all these appropriately. After that, how much relevant and important these ideas are needed to be determined. When the ranking is done based on the importance and relevance of the ideas, arguments for and against each of the ideas have to be prepared and the inconsistencies and errors in the arguments have to be identified. Finally, the problems need to be approached in a way that leads to the proper reflection of the critical thinking of the management.  
[bookmark: _Toc11]1.2.3 Assistance of critical thinking and innovation in tackling the identified problems in Heron
To tackle the identified problems at Heron, its management can use critical thinking and innovation in enhancing the quality of the market research conducted by it to explore the current practices in the industry, the success of the similar firms addressing the same types of problems, analysing the competitive levels etc. (Walton, 2016). All these will enable Heron to be ahead of the market trends by resolving the controversial issues that may offer a competitive advantage over the other players in the industry.
[bookmark: _Toc12]Part 2: Organisational analysis and communication skills
[bookmark: _Toc13]2.1 Identification of the key influencing factors of Heron (AC 2.1)
One of the simple and frequently used analytical tools is the PEST analysis (Kinley and Ben-Hur, 2015) which helps to identify the political, economic, social and technological components that can influence a business’ operations. 
Political factors
Political factors are the factors related to how the government of a country interfere in the issues of an industry (Hicks, 2014). For Heron, the industry related legislation like the minimum wage, food hygiene law by the Food Standard Agency to ensure safety of the public health through imposing some food requirements, European Union law, for example, General Food Law Regulation, in regard to the maintenance, promoting, shipping, distributing etc. are the relevant political factors (Heronfoods.com, 2017). Apart from these factors, key influences to the Heron come from two administrative bodies also which oversee the competitive environment of the country, one is the Competition Commission and the other is the Office of Fair Trading. Similarly, it is significantly influenced by the planning regulation, environmental laws, employment and labour related laws like Employment Rights Act, Health and Safety Act etc.
Economic factors
These are the macroeconomic factors that severely influence a business organization. The economic factors affecting the success of Heron are the GDP growth rate, the disposable income, propensity to consume, inflation rate, tax rate, interest rates, employment rate, recent financial conditions etc. Other than these components like the price competition, pricing policies, fluctuation in the exchange rates etc. also have impacts on the operations of Heron.
Social factors
The third factor in the PEST analysis is the social factor which covers the demographics, cultural aspects, lifestyle, health consciousness, population trends etc. In the UK, the population of average age and the number of the retired people are increasing day by day which has a mighty influence on Heron (Beyer, 2015). The health consciousness in the country is also increasing leading to much emphasis on a healthy lifestyle affecting the businesses in the retail food industry like Heron. Further, the increasing participation of the women in the workforce and the presence of the people from a different culture in the country are also moulding the operations of Heron.  
Technological factors
Lastly, different technological aspects like the use of information technologies to enhance the efficiency of the business, to improve the distribution processes, the use of barcode and electronic chips to prevent theft etc. are the technological factors that can affect Heron (Epstein and Rooney, 2017). 


[bookmark: _Toc14]2.2 Letter to the line manager about the impacts of political, economic, social and technological factors on Heron (AC2.2)
Date: December 18, 2017.
Ramid Kenber
Line Manager,
Heron Foods Ltd.
Dear Kenber,
Thank you very much for assigning me the task of analysing the key factors that influence the operations of Heron. Here goes the report of the analysis explaining the impacts of the key influential factors of the business.
Impacts of the influential factors on Heron:
Political factors
The political factor like the food hygiene legislation and the General Food Laws oblige Heron to comply with the requirement specified in these regulations, disobedience which will penalize the business negatively affecting its reputations. In complying with the planning law, it has to expand in the town first which deters it to take advantage of the reduced property prices in the areas away from the towns to develop large supermarket and thus squeezes its profitability. To maintain the environmental laws, the prices charged to the customers increase like the extra charges for the plastic bags which may reduce the sales of the business. Due to the minimum wage, the cost of labour increases as people will not work at the lower payment than the minimum wage. 
Economic factors
The higher the GDP, the higher the income of the people which improves the sales of Heron. This income growth together with the tax rate, the propensity to consume and the interest rates affect Heron. The higher the tax rate, the less amount is available to the customer to consume. This disposable income may also be spent by the consumer, indicated by the low propensity to consume if the interest rate is high. 
Social factors
As the number of the elder persons is growing, there are chances that the sales of Heron will decrease to some extent. Because the main source of the disposable income of this group comes from their pension and so they want to spend less than the young people. Again, they will prefer the online shopping which will increase the labour and the transportation costs of the business. Due to the increased health consciousness, Heron may have to change or extend its existing product lines into healthier foods like organic foods, low-fat products etc. Keeping the issues of the women participation in the workforces in mind, Heron may have to innovate something that would save the time of these women. To address the cultural differences of the customers, Heron will have to adjust the food habit and preferences of the people with their policies. 
Technological factors
The online shopping systems have both positive and negative impact in terms of labour cost. Through enabling the customers to find out the products, compare the products, order and pay for the selected products, the needs of the employees reduces. But this cost along with the transportation costs increase, as is discussed above, due to this online shopping system. The use of bar-code and the electronic chips fastens the supply process and reduces the unexpected losses.

Thank you,
Aldren Simons.


[bookmark: _Toc15]Part 3: Working with others and the employee's behaviour
[bookmark: _Toc16]3.1 Employee Behaviour, its main types and the influencing techniques (AC 3.1)
[bookmark: _Toc17]3.1.1 Employee Behaviour
Each and every employee of the workplace do not react similarly to any particular occurring. It is known as the behaviour (Hoaglund, 2014). That means the different reactions of the employees working for the organisation are the different employee behaviour. The behaviour of a particular situation varies from the employee to employee. These behaviours should be sensible to have a future healthy workplace (Andriole, 2009). 
[bookmark: _Toc18]3.1.2 Main types of employee behaviour
The employee behaviour can be categorized in either of the following types:
Employee Behaviour
Task Behaviour
Counterproductive Behaviour

Figure 3: Types of employee behaviour (Martinez de Castillo, 2010)
Task Behaviour
Task behaviours are the sensible and expected behaviours in the workplace. The goals and responsibilities of this type of behaviour are in accordance with that of the whole organisation (Corchuelo, Ruiz-Cortés and Wrembel, 2013). The employees demonstrating this type of behaviour are aware of the assigned duties to them and what kind of attitudes towards the organisation, other employees are supposed from them in the organisation. The employees showing task behaviour consistently set targets or goals for themselves and work diligently to achieve them on a timely basis which enable them to meet the targets on or prior to the deadline (Turban et al., 2012). These employees ensure coordination among their behaviour with the clients’ demands. They also do not believe that individual attempts can cause a large positive changes to the organisation in achieving its success and so, they always try to form and work in a team which encourages unionism within the organisation. In working in a team, the task performers focus on completing the project within the timeframe reducing the errors so they train their colleagues to complete the tasks efficiently within the stipulated time frame (Gabriel, 2017). 
Counterproductive Behaviour
While the task performers work for the organisations, these counterproductive employees work against the organisation. They are involved in such types of behaviour that reduces the productivity and spoil the healthy culture of the workplace (Walton, 2016). These type of people spread negative rumours of the organisation, try to abuse their colleagues and make bad comments behind others. They cause harms to the organisation by being involved in different offensive and unproductive behaviours. The unproductive behaviours (Kinley and Ben-Hur, 2015) include theft, revealing the confidential policies of the businesses to the third parties external to the business. They need special attention of the supervisor to abolish their negative traits in the workplace. 
[bookmark: _Toc19]3.1.3 Key influencing techniques to manage the employee behaviour
The management of an organisation has many things to do to influence the behaviour of the employees. Only management can guide them towards the right direction or behave sensibly for the greater success of the organisation. To do that, the management, first of all, needs to feel the employee be important for the success which can develop positive attitudes and loyalty to the organisation (Hicks, 2014). This loyalty causes strong attachment to the organisation which prevents the employees to be indulged in any types of unproductive or mishap activities. Secondly, the contribution of each of the employees to the organisation should be judged properly and acknowledged them in front of other employees. This will work as a motivation for the employees to work more diligently to perform better further. It will encourage other employees also to work harder. So, if the employees get proper feedbacks and rewards to what they have performed, they will be cheered to accomplish their responsibilities and will never think to get themselves in the counterproductive activities (Horvath and Forte, 2011). Thirdly, the allocation of the roles and responsibilities should be in accordance with the specialization, interest level, expertise of the employees. If there is any mismatch among these variables, it is probable that they will lose their motivation to work and will waste the time in doing unnecessary things. The managers must have to be careful about providing feedback to the performance of any employees in front of other employees. Because too much criticizing the feedback might discourage the employees to work diligently for the organisational success (Beyer, 2015). Finally, the managers must talk with the employees giving them the right to express their feelings, ideas and views before taking any major decisions. In this aspect, they must have enough freedom to express their opinions.
[bookmark: _Toc20]Part 4: Skills for data analysis and information communication technology
[bookmark: _Toc21]4.1 Technological supports and the key advantages and disadvantages of using information technology in Heron (AC 4.1)
[bookmark: _Toc22]4.1.1 Supports of technology to the business
Technology has supported the growth of Heron by providing all types of modern amenities and technologies to it and making almost all of its operations computerised (Heronfoods.com, 2017). Thus, most of its operations have been automated with the invention of new technologies which has reduced the manual operations and thus enhanced the efficiency of the business’ operations. 
[bookmark: _Toc23]4.1.2 Advantages and disadvantages of information technology in Heron 
The key advantages of using information technology in Heron are many. First of all, it has made Heron available to its customers all the time through online shopping system. Nowadays, people from all over the world can access the website of Heron, see the product offerings of the business and choose their necessary products at any time (Heronfoods.com, 2017). The use of information technology makes it possible to have a large database for the business and then use this vast source of data to interpret any later result and take actions accordingly. It also makes communications among the parties easier, quicker and smoother which improves the productivity of the business (Turban et al., 2012). 
The key disadvantage of information technology is that it poses the business to the dominant cultural risks that the culture and other practices can easily move from one country to another country (Andriole, 2009) and so the established culture and practices within Heron may be changed over time causing complexity in its functions. Security issues come as a disadvantage of using information technologies as the unauthorised third party can access the database and cause a massive harm to Heron. With the increased operations in Heron due to the information technology, the environmental health is also being affected (Gabriel, 2017).
[bookmark: _Toc24]Conclusion
To achieve the goals of maximizing the profit of a business, the problems in an organisation should be identified as early as possible and the best possible courses of actions should be chosen to solve the problems. It is critical to identify the problems earlier because they can cause devastating results on the business (Walton, 2016). The attempts to resolve the issues should be should be chosen based on the critical thinking and using the available information technologies that would help the management to beat the competitors after addressing all the problems in the organisation.
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