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[bookmark: _Toc522520076][bookmark: _Toc522659300]Executive Summary
Tesco has always expressed itself as a customer centric business organisation or retailer. Thus the organisation prioritise on culture of the operational region. This helps Tesco to fulfil its only aim, which is to hold existing customers and to retain new customers. With a view to come up with customer oriented products and services, the organisation puts much focus on customer relationship management system. Tesco is comparatively new in the market of Malaysia. With time, Tesco has been increasing the operational areas and so do the number of customers. As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. This assignment will focus on solving this problem and making decisions on the basis of this problem.
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[bookmark: _Toc522659301]Introduction
Problem can be defined as the unsolved situation that arise during different business operations. It is the duty of the managers of the business organisations to identify and solve different problems. As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. The operational team of Malaysia is now unable to track purchase records of each individual customers. Thus keeping records of offer history to individual customers is in threat. If this scenario continues, then the management of Tesco Malaysia will be unable to continue its customer loyalty services or Touch less Loyalty Card. The identified problem offers various types of information that are directly associated with the business operations and operational environment. Thus, they are analysed using proper theories that will assist the organisation to solve the problem through decision making.

[bookmark: _Toc522659302]Define a complex problem in the workplace including its scope and impact
Definition of Problem: Problem can be defined as the unsolved situation that arise during different business operations. It is the duty of the managers of the business organisations to identify and solve different problems (Solberg, E. 2017).
A Complex Business Problem for Tesco: Tesco is one of the largest retailers in the world that originated in UK. The organisation holds eight position in the world business companies in terms of business operations and customer base. The UK originated business organisation directly operates in 18 countries around the world where it employees nearly 68,000 employees. This British borne retailer has huge market share in UK and other European countries due to its satisfactory customer services.
Tesco has always expressed itself as a customer centric business organisation or retailer. Thus the organisation prioritise on culture of the operational region. This helps Tesco to fulfil its only aim, which is to hold existing customers and to retain new customers. With a view to come up with customer oriented products and services, the organisation puts much focus on customer relationship management system (Solberg, E. 2017). The Customer Relationship Management System or CRM helps the organisation to manage and understand the customers and to come up with services that customers always prefer.
Tesco is comparatively new in the market of Malaysia. Since its inception in February 2015, the organisation has opened 49 Tesco stores and 17 Tesco Extra Stores. With time, Tesco has been increasing the operational areas and so do the number of customers. As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. The operational team of Malaysia is now unable to track purchase records of each individual customers. Thus keeping records of offer history to individual customers is in threat. If this scenario continues, then the management of Tesco Malaysia will be unable to continue its customer loyalty services or Touch less Loyalty Card. In such case, the organisation is bound to lose its loyal as well as regular customers. Such loss will not only make the organisation lose profits, but also huge portion of the potential Malaysian market share. That is why the management of the country, through discussing with the international management of UK, has concluded that the organisation is going to install new customer relationship management system within the operations.
Scopes of the Complex Problem: The identified problem within the operations of Tesco Malaysia is old system of customer relationship management system. The management of the organisation has identified that that this problem will eventually affect the customer relation and sales of the organisation. The management of the organisation now needs to concentrate on solving the problems. With a view to solve the problem, the management needs to find out local or international information technology firm that can help the organisation to develop an effective and efficient customer relationship management software. With solving the problem, the organisation cannot only solve the existing problem but also can focus on future customer services (Hooper, C. 2016).
Impacts of the Identified Problem: The identified problem will put lot impact on the business operations of Tesco in Malaysia. The impacts of the problems are identified below:
Difficulty in Giving Existing Services: Due to huge operations through different stores of Tesco, the number of customers are increasing rapidly. As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. The operational team of Malaysia is now unable to track purchase records of each individual customers. Thus keeping records of offer history to individual customers is in threat.
Problems in Customer Loyalty Services: Customer loyalty service is one of the core value adding services that Tesco offers it to its regular and high purchase making customers. That is why the customers are eager to obtain the loyalty status. This loyalty status comes with regular purchases. In order to offer loyalty card, Tesco initially keeps records of the regular purchase of the customers. Now, due to the existing problem such activity might hamper. If it gets hamper, the operational and sales team of Tesco can no longer offer loyalty services to the existing and potential customers. Thus, the sales of the organisation might get impacted greatly (Hooper, C. 2016). 
Impact on Product Shelves of the Stores: The customer relationship management system is a great tool for Tesco to manage the product shelves of the stores. With analysis of data related to customer purchase and demands, the organisation decorate the shelves with goods that are needed at present and in the future. Thus, with the continuation of the existing problem, such activity will be affected. Now, in this era of competition, particularly in the potential market of Malaysia, if the organisation fails to understand the customers and does not come up in advanced with the products they prefer, the sales and market share of the organisation will surely fall.
Sales and Market Share Loss: There is no doubt that the worst scenario that the management of Tesco will face are loss of sales and market share. Without proper, effective and efficient customer services, the organisation will not be able to satisfy the needs of the customers. As the market of Malaysia is full with potential retailers, the buyers have switching options. Thus the sales of Tesco will obviously fall. With fall of sales, the market share of the organisation will fall as well.
 

[bookmark: _Toc522659303]Analyse information on the identified problem, to help inform the decision making process.
Tesco has always expressed itself as a customer centric business organisation or retailer. Thus the organisation prioritise on culture of the operational region. This helps Tesco to fulfil its only aim, which is to hold existing customers and to retain new customers. The Customer Relationship Management System or CRM helps the organisation to manage and understand the customers and to come up with services that customers always prefer (Kamberg, M. 2017). As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. The operational team of Malaysia is now unable to track purchase records of each individual customers. Thus keeping records of offer history to individual customers is in threat.
A proper decision making process helps the management of the organisation to come up with effective solutions. The identified problem offers various types of information that are directly associated with the business operations and operational environment. Thus, they are analysed below using proper theories:
PEST Analysis: PEST analysis is the shorter, but effective, analysis of PESTLE analysis. Though the analysis makes detailed analysis of business environment of an organisation, the analysis is needed here with a view to make analysis of the effects of the problem within the business operations and environment of Tesco Malaysia.
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Source: (Hooper, J. 2016)
Political: Being a foreign company, the management of Tesco does not face any difficulty in business operations in the soil of Malaysia. The government itself is very friendly towards the foreign business organisations. However, for being foreign business organisation, the government monitors the operations of Tesco. It is to note that the identified problem will not affect this factor for Tesco (Nikolai, L. 2017).
Economic: The economic factors are associated with the purchase and switching power of the consumers. Thus, the identified problem might greatly affect the economic factor for Tesco. Without proper, effective and efficient customer services, the organisation will not be able to satisfy the needs of the customers. As the market of Malaysia is full with potential retailers, the buyers have switching options. Thus the sales of Tesco will obviously fall. With fall of sales, the market share of the organisation will fall as well.
Social: The social factors deal with culture and preferences of the consumers. Culturally Malaysians are ethical and loyal. Thus, creation of loyalty and continuation of them is easier for the organisation. That is why; market creation and holding market share becomes easier for large companies. Now, if Tesco fails to solve the problem, the problem will surely affect socially or over the believe of loyalty of the Malaysian customers. In such case, the consumers are sure to switch brands. Thus, the sales and market share of the organisation will largely be impacted.
Technological: The identified problem is completely related to technology. That is why, the technological factor will be the most impactful factor here. In order to solve the problem the management of Tesco can use the local information technology firm and their experts. Similarly, the management can take help from the international management to develop the software by an international or Tesco trusted firm (Nikolai, L. 2017). The management of Malaysia better take help from the international firm rather than the local one. This is because the international or the Tesco trusted firm usually develops software for Tesco. Thus they will be able to come up with the software that is well suited for customer relationship management of Tesco.


[bookmark: _Toc522659304]Propose a range of alternative solutions to the problem.
With a view to come up with customer oriented products and services, the organisation puts much focus on customer relationship management system. The Customer Relationship Management System or CRM helps the organisation to manage and understand the customers and to come up with services that customers always prefer (Bazley, J. 2016). The organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. That is why the organisation has come up with the decision of develop new customer relationship management software and system to tackle the problem.
A problem has different solutions apart from its best solution. The alternative solutions that could be offered to solve the problems are proposed below:
Modification of the Existing System: In place of developing new software system for customer relationship management, the management of Tesco could renovate or modify the existing customer relationship management system. With the help of the local firm experts and office personnel, the organisation could come up with the solution. The management of Tesco could introduce more operational and information technology tools to increase the storage capacity (Bazley, J. 2016). Besides, the organisation could use more human resources in the information technology to come up with analytical data regarding customer needs, purchases and demands. As a result of such initiative, the management of Tesco could solve the problem temporarily, but for permanent solution it would be wise to develop new customer relationship management system.
Creation of New Purchase Records for Regular Customers: This could be other alternative solution to the management of Tesco. The management could develop new system for the loyal and potential customers. Thus pressure on the existing customer relationship management system would have decreased. This development would have helped the organisation to diverse the pressure of data. Thus, it is believed that the problem would have been solved through this solution of diversification.
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Decision making is the process of evaluating different solutions through identifying the exact problem and then coming up with the best solution for the problem. There are different decision making techniques that the management of an organisation can use to identify the problem and then to find out the solutions. A decision making technique is being used to identify the problem for Tesco and then to coming up with the best solution possible:
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Source: (Bazley, J. 2016)
Identification of the Problem: With time, Tesco has been increasing the operational areas and so do the number of customers in Malaysia. As the number of customers are increasing for the organisation, the organisation now faces difficulty in managing huge number of customers effectively with the existing customer relationship management system. The operational team of Malaysia is now unable to track purchase records of each individual customers. Thus keeping records of offer history to individual customers is in threat. If this scenario continues, then the management of Tesco Malaysia will be unable to continue its customer loyalty services or Touch less Loyalty Card. In such case, the organisation is bound to lose its loyal as well as regular customers. Such loss will not only make the organisation lose profits, but also huge portion of the potential Malaysian market share (Henderson, D. 2015).
Identify the Interest & Goals: As the problem has been identified, the management of Tesco Malaysia now need to focus on the goal and interest. The goal of the organisation is very simple. Tesco has always expressed itself as a customer centric business organisation or retailer. Thus the organisation prioritise on culture of the operational region. This helps Tesco to fulfil its only aim, which is to hold existing customers and to retain new customers. With a view to come up with customer oriented products and services, the organisation puts much focus on customer relationship management system. That is why all the interest the organisation has is related to customer satisfaction and to influence the customers to make continuous purchases so that the profit of the organisation keeps rising.
Identification of Resources: The identified problem is completely related to technology. That is why, the technological factor will be the most impactful factor here. In order to solve the problem the management of Tesco can use the local information technology firm and their experts. Similarly, the management can take help from the international management to develop the software by an international or Tesco trusted firm (Henderson, D. 2015). The management of Malaysia better take help from the international firm rather than the local one. This is because the international or the Tesco trusted firm usually develops software for Tesco. Thus they will be able to come up with the software that is well suited for customer relationship management of Tesco.
Development of Different Alternatives: Apart from the main solution, Tesco Malaysia can come up with two alternative solutions. In place of developing new software system for customer relationship management, the management of Tesco could renovate or modify the existing customer relationship management system. The management of Tesco could introduce more operational and information technology tools to increase the storage capacity. Besides, the organisation could use more human resources in the information technology to come up with analytical data regarding customer needs, purchases and demands. The management could develop new system for the loyal and potential customers. Thus, pressure on the existing customer relationship management system would have decreased. This development would have helped the organisation to diverse the pressure of data.
Selection of the Best One: Among these three solutions, the best solution for Tesco is to develop new customer relationship management system for the organisation. Both of the solutions are temporary and do not bring long term solutions. This is the only solution that gives Tesco Malaysia a long term solution as well as advantages in the future days. Thus, the management of Tesco Malaysia must take the decision of developing new customer relationship management.
Implementation of the Decision: In order to solve the problem the management of Tesco can use the local information technology firm and their experts. Similarly, the management can take help from the international management to develop the software by an international or Tesco trusted firm. The management of Malaysia better take help from the international firm rather than the local one. This is because the international or the Tesco trusted firm usually develops software for Tesco. Thus they will be able to come up with the software that is well suited for customer relationship management of Tesco (Henderson, D. 2015).


[bookmark: _Toc522659306]Develop a plan for implementing the solution.
With a view to implement any solution, there must be proper planning. A proper plan is a vital key to the managers of the organisation to implement the plan effectively and efficiently. The plan for implementing the solution for Tesco is being prepared below:
Decision Making: Among these three solutions, the best solution for Tesco is to develop new customer relationship management system for the organisation. Both of the solutions are temporary and do not bring long term solutions. This is the only solution that gives Tesco Malaysia a long term solution as well as advantages in the future days. Thus, the management of Tesco Malaysia must take the decision of developing new customer relationship management (Cunningham, B. 2013).
Selection of Development Firm: the management can take help from the international management to develop the software by an international or Tesco trusted firm. The management of Malaysia better take help from the international firm rather than the local one. This is because the international or the Tesco trusted firm usually develops software for Tesco. Thus, they will be able to come up with the software that is well suited for customer relationship management of Tesco.
Development of the System: The information technology firm of the organisation now starts working on development of the system. The firm will collect previous customer data records along with purchase, sales, and customer preference records from the management of Tesco (Cunningham, B. 2013). With these data, the software development firm will construct the best possible software that can use all these data and comes up with a decision making result.
Testing the System: After developing the software, the development firm will test the software within the real time operations of Tesco. This is how the firm will be able to fix the unfixed bugs and other problems. Thus the operational software become effective and efficient. Besides, the management of Tesco Malaysia can also check the accuracy of the software in formulating results.
Running the System: Ultimately, if all the functions of the software runs smoothly, the management of Tesco Malaysia will start to use the software for the organisation. The organisation, in association with the information technology department and operational department, will use the software in real time situation handling.

[bookmark: _Toc522659307]Communicate the plan to stakeholders.
The intrinsic and superficial stakeholders of Tesco Malaysia keystone person that control separate decisions decision making processes. It is the duty of the management of Tesco Malaysia to dissipate distinct settlement fabrication aspects before apprehension the decisive determination. All of the shareholders are forthwith told to accomplish the resolution, business dividend, and inducement fabrication, the shared opinions and advices of these key stakeholders are to be taken into account by the management of Tesco.
Local Board of Directors: The operational department of Tesco initially need to present the development plan in front of the local board of directors. The local management or board of directors are the ultimate decision makers for the organisation (Meyer, J. 2017). Through presenting the plan in front of them, the department can present the actual necessity of such development. Thus, the decisions can be taken by the local board of directors to implement the project.
International Board of Directors: The management of Tesco Malaysia must consult with the international board of directors. The international board of directors is one of the key stakeholders for the organisation. Through sharing the solution with the international board, the local board of directors can gain the permission of the operations. Similarly, the local management can take development supports from the international boards.
Employees: Tesco is such an organisation that is largely operated and directed by the employees. These employees are the key personnel of the organisation. That is why the management of Tesco must discuss with the employees of the organisation regarding the implementation of the new CRM system. Sharing it with the employees will give the organisation the advantage while establishing the project. This is because the employees will be the key users and controllers of the system.
Managers from Different Departments: The managers from different departments, particularly operational and information technology, are to be informed as well. This is because all the major activities of Tesco are implemented through collaborative discussion and performances. That is why if the development plan is not shared with them, they will not be able to know the exact reason of the plan, and thus the plan might not be properly executed (Meyer, J. 2017).

[bookmark: _Toc522659308]Assess appropriate monitoring and review techniques to ensure successful implementation of the solution.
Solution planning and implementing is certainly bigger tasks for the management of any organisation. However, after planning, the implementation of the project tasks and activities become easier for the management of the organisation when they make proper monitoring and review of the solution. Some appropriate monitoring and review techniques are discussed below:
Gantt chart: Gantt chart is the monitoring chart that is managed by the managers of the operations. The chart let the manager divide the entire tasks into different phases and then implement each task within the assigned time frame. The information technology firm of the organisation now starts working on development of the system. The firm will collect previous customer data records along with purchase, sales, and customer preference records from the management of Tesco. With these data, the software development firm will construct the best possible software that can use all these data and comes up with a decision making result. After developing the software, the development firm will test the software within the real time operations of Tesco. This is how the firm will be able to fix the unfixed bugs and other problems. Thus the operational software become effective and efficient. Besides, the management of Tesco Malaysia can also check the accuracy of the software in formulating results. Ultimately, if all the functions of the software runs smoothly, the management of Tesco Malaysia will start to use the software for the organisation. The organisation, in association with the information technology department and operational department, will use the software in real time situation handling.
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Source: (Hooper, C. 2016)
Work-Breakdown Structure: The work-breakdown structure is the other solution implementation monitoring and controlling technique that gives the managers of the operation full control over the solution implementation processes. The managers of the operations initially divides the tasks among different sub-departments. Then time is assigned to the departments along with necessary resources so that the tasks are being implemented easily within the assigned time. In the case of Tesco, The enlightenment technology hard of the organisation now dislocate practical on disclosure of the system. The compact will congregate prior patron data repeat along with acquisition, sales, and purchaser advancement witness from the government of Tesco. With these data, the software deduction dense will fabricate the most option software that can habit all these data and comes up with a conclusion poem issue. After development the software, the inducement compact will standard the software within the genuine measure trading operations of Tesco. This is how the strong will be clever to settle the dissolve germ and other problems. Thus the operable software fall effectual and competent. Besides, the control of Tesco Malaysia can also reproof the correctness of the software in formulize rise. Ultimately, if all the cosine of the software go smoothly, the direction of Tesco Malaysia will sally to application the software for the organisation.
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Source: (Hooper, 2016)


[bookmark: _Toc522659309]Conclusion
Tesco is one of the largest retailers in the world that originated in UK. The organisation holds eight position in the world business companies in terms of business operations and customer base. The UK originated business organisation directly operates in 18 countries around the world where it employees nearly 68,000 employees.
The identified problem within the operations of Tesco Malaysia is old system of customer relationship management system. The management of the organisation has identified that that this problem will eventually affect the customer relation and sales of the organisation. A proper decision making process helps the management of the organisation to come up with effective solutions. The identified problem offers various types of information that are directly associated with the business operations and operational environment. Decision making is the process of evaluating different solutions through identifying the exact problem and then coming up with the best solution for the problem. There are different decision making techniques that the management of an organisation can use to identify the problem and then to find out the solutions. With a view to implement any solution, there must be proper planning. A proper plan is a vital key to the managers of the organisation to implement the plan effectively and efficiently. The intrinsic and superficial stakeholders of Tesco Malaysia keystone person that control separate decisions decision making processes. It is the duty of the management of Tesco Malaysia to dissipate distinct settlement fabrication aspects before apprehension the decisive determination.  After planning, the implementation of the project tasks and activities become easier for the management of the organisation when they make proper monitoring and review of the solution.
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e When you make big decisions, follow the seven
steps of the decision-making process.

Define the problem.
Establish goals.

Identify resources.
Consider the alternatives.
Make a decision.
Implement the decision.
Evaluate the results.
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