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Introduction
The purpose of this assignment is to write a report and apply the recognised  problem solving tools and techniques learned during the class to identify and propose solutions to a work based problem.
At the end of the term I as student should be able to explore; ways to recognise , define, investigate and analyse problems, objective setting in relation to problem , difference between data and information , interpretation of charts and diagrams , how to evaluate  options and many more.
In order to start writing my assignment I needed to identify a problem, because my workplace is in retail I was thinking to ‘’The customer service’’ problem, I was not sure what to write about until few weeks ago until I had a problem with ‘’Argos, home delivery service’’ which is part of Customer Service also.
I shall start by telling what and how things happened:
I went in to the nearest ‘’Argos’’ store to buy a tumble dryer, I wanted to collect myself from the store but this options was not available and I had to go for home delivery. The delivery date was for Thursday, which means I am not home all day as it is one of the days that I am studying, however my partner was at home, we did not had a specific time for when they will arrive but the driver was meant to call me with an hour before, which never happened. My partner is working nights so he went in bed waiting for Argos to phone or ring the door bell and he fall asleep, not long after he fall asleep they rang the door bell an here is where the ‘’customer service problem’’ starts.  They delivered to us a tumble dryer indeed but it was not our tumble dryer, they never asked for the order number to be confirmed or a name or address just gave my partner to sign put the item down and that was all. My partner being sleepy and tired did not realised is the wrong dryer, when I came home I have seen that something is wrong with the item so I checked and seen that is not mine. I have wrote down my order number and the order number from the item that was delivered to me but it was not mine and I  phoned Argos. I have waited couple minutes until I was connected with an advisor to whom I  explained what happened and he put me on hold so he can try and sort this out, however while waiting the connection dropped so I had to phone again and got a different adviser on the phone who clearly was not very interested in solving the problem, he just cut me short that nothing can be done and it is my fault that I have taken the dryer without looking at the name on it. I waited until second day and contacted them via chat where I was told to ring up and they will be happy to help. Rang up again , explained what happened and the adviser put me on hold, however the connection dropped again, phoned them up again and the next adviser I spoke with apologised saying that is a problem with their connection and also assured me that if the connection  will drop again he will phone me back which he did when the connection dropped while I was waiting for him to see what happened with my order. While waiting to see what happened I found out that it was given to a women who leaves nearby and her item was given to me, I asked the adviser to ring her up and see if we can just swap the items to finish all this. The women did not answer the phone and neither did report that she got a different item from the one she ordered.  The adviser asked me if I can wait until later and see if the lady will ring up, the time was 11 in the morning, I waited until 4 o’clock in the evening, no one contacted me until there to tell me if the women rang or if they can do anything else about it, so I rang up again for an update, the advisor said to me that he will get in touch with me shortly, an hour later no one phoned, I have contacted the via chat, because their closing time was 6 o’clock and I needed this matter solved. They have put me through the department that deals with this sort of enquiries and nothing apparently could be done because the women did not answer the phone, I have closed the chat window and started a different conversation with a different adviser, at that point I was really upset so I have told them that I have waited a week for the item to be delivered and none of them seem to bother to solve this matter and that I will take the item that was delivered to me but does not belong to me to their store and have my money back; surprise, there was something that could be done, they have arranged a next day delivery date for a different tumble dryer and also they offered me a free of charge time slot to pick.
My point in this story is that I have spoken with at least 5 people that work within the delivery department but most of the staff did not actually cared to solve this until I have asked for my money back, this starts with the driver and going to the advisers, I will go through the story and find different ways to investigate and analyse the problem and also to come up with different options for a solving.
During the course I have learned ways and 5 steps to solve a problem and what problem solving is; the 5 steps are:
1. Problem Identification
2. Solution/option generation
3. Evaluate and select most appropriate solution
4. Devise action plan and implement
5. Monitor performance
Problem solving is:
A systematic process which defines a problematic situation (where there is a gap between actual and expected or the situation is vague, or there is something that is unsatisfactory) and identifies the problem as an opportunity for which a resolution or solution is needed to be implemented by an individual or group, and which finally, and crucially should be worthwhile solving.
There a number of causes that define or cause a problem and we as human beings are facing problems every day since we wake up and get back to sleep, however we may not recall that ‘’choosing the outfit for the day’’ is a problem, but it is, as it takes time and we have to make decisions.
We are all facing problems and hard decisions to make. According to Rudinow and Barry, 1994’’ Critical thinking is a process that emphasizes a rational basis for what we believ and provide standards and procedures for analysing, testing, and evaluate our beliefs’’. To solve a problem and find different solutions you have to be creative which according to Amabile,1988, ‘’Creativity is when doing things differently :being unique, clever, innovative or original’’.
Let’s start with step 1 and identify the problem;
In my opinion the problem is poor customer service . why I  believe that? : it is because the delivery driver did not asked for details before delivering the item and neither the customer service team could not sort the problem in good time.
I am going to use the fishbone diagram that we have been showed during the class and see how it can help me to find what caused the problem.
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Within the fishbone diagram I have written some of the reasons that cause the problem, however there may be more reasons behind the problem, such as: bad managing, no people skills or problem solving skills, there are many reasons that could make the problem appear but I will only stay with this reasons as I do not work within the company to know exactly the causes. The problem however is not within the hole company but just on the ‘’delivery department and customer service team’’ who deals with this sort of issues.    The problem should be solved by the person in charge when they noticed so many calls and complaints for the same order, as a supervisor or a manager.

As I have identify the problem I shall start by finding solutions to the problem;
Step 2:       During the class we have been showed how to generate ideas by combining ideas , asking questions and adapt.
I will generate ideas not from my point of view as a customer but as the person in charge to solve the ‘’poor customers service’’ problem.
I did a quick research on their site https://uk.trustpilot.com/review/www.argos.co.uk?page=3  about the feedback, Argos has 4 stars out of 5 and there is positive feedback and also negative feedback ,the opinions are shared between customers that experienced a great customer service and the ones who experienced bad customer service.   However most of them complaint about the delivery and the staff being rude, the same way I experienced , but not all of their staff is rude and inefficient.
I as a the person in charge to solve the matter I would read all the negative feedbacks on my department and see where is the problem, is it indeed the lack of training or that the employees do not care to provide a great service? As I have to imagine what the causes are,as I am not working there I will go for the causes written in the fishbone diagram. Argos also has a feedback option via text message, which the customer receives after the conversation with one of the members of staff, where the customer is asked to give their feedback regarding to the person they have spoken to. In order to find out what the customers think I will not only read the feedback from the site but also from the texts to see which one of the employers needs more training or what the problem may be.
However many times in the feedback people do say the name of the person that served them or if it was a supervisor or a higher rank, this way we can find out who the person responsible for the unpleasant situation is and see why and how we can solve this. If the person denies it and there is only one negative feedback for the case we will give them a verbal notice and keep an eye on the case. However  if there are many negative feedbacks for the same person we will get them in the office and have a chat to find out why they are behaving this way to the customers and what happened with the great customer services that we are meant to provide. If there is a genuine problem we will try and help, if there is careless and not commitment to the job then they will get a verbal and a written notice and if that happens again there will be no excuse and the employee will have to leave the company.
A solution for the lack of training would be online training that has to be             completed every 6 months and whoever does not complete or have a bad    marking criteria to the training questionnaires to have a meeting and see why the employee had a bad marking criteria or why they did not completed their training , so I can find solution to help the employee if necessary so they will improve the customer service skills. Also there should be a monthly review for the new employees and a 6 moths review for the ones that are working within the company for more than a year , and an option for a requested review by the employee if feels like it needs sooner than the due date. However if the employees feel uncomfortable talking about any of their concerns or if they would like a change there should be an anonymous forms to be completed with their thoughts and what they how they would like to be treated, this way if there are changes for the employees and they are happy within the environment they work, the customer service quality will improve visibly.
The  poor quality support goes in the same ‘’boat’’ as the lack of training, the employees cannot provide a good quality support if they were not showed  how to do it in best way, as giving wrong answers and putting customers on hold for a long period of time. In order to improve the waiting time and provide good answers to the customers a person who deals with complaints should have been provided full training from an experienced person and also to be shadowed a while after the training period. For the delivery team I would opt in for an app that uses GPS tracking number which the customer will be provide via text so they can see updates and where their items are, also that the driver must phone within an hour to let the customer know and when delivering the item making sure of asking about the order number and the customers name, so there will be no mistakes while delivering the item.
After writing down the causes I could say that most of the issues are caused by the lack of training and by giving feedback and explain why the feedback is the way it is the customer helps the department to improve and find solution for the problems that their customers experienced during the process. 
I have found quite few issues at step 1 that generated the problem, however for step 2 there is one solutions for each department that can lead to problem solving: for  the customer service department ’improved training’’ and for the delivery team ‘’an app with GPS and tracking number’’.
Step 3 Evaluate and select most appropriate solution:
The feedback options plays a great part in the ‘’evolving’’ and improving the customer service services, that’s why is important to be read and find ways to solve the matters. In this case the problem seem to be poor quality customer service and the best way to solve this is to provide quality training, look after the staff so they can look out for the customers. The app for the delivery however could be something that it will take a while to be put in practice that’s why our drivers should be assessed and trained on how and when to contact the customer also to make sure that they ask for order number and customers details before they hand the item over. 
However in addition to the training there should be a list with what to do and not to do on each staff desk this way they can remember better and see what they are doing wrong.

Step 4: Devise action plan and implement :
Devising an action plan takes time, people and a strong wish to make it come true. However if the problem is not sorted there will be loss of customers and that is not good for anyone in the company especially for the employees, no customers means no money to pay the wages. That’s why is important for the customers to get the best service and advise ever so they keep coming and also recommend our services to their relatives and friends. 
In order to devise and implement the plan I have to communicate the problem to the stakeholders and also the solution I have found to solve the matter. After they have listen the problem and the solution they will be able to make the best decision for the company, employers , employees and for all the customer. As soon as a decision is taken by the stakeholders we will put in plan the best way to start solving the problems and provide the training that our staff needed. 
 However the stakeholders must be really careful when making the decision of choosing an action plan that they did not create or come up with any ideas, the solution they choose may be or not be the best. There is a risk on taking decisions but any decision they take it has risks; the employees may not be happy with extra training , the management may not agree to pay extra for the training any many more.
There are 2 types of decisions:
Structured decision :
1. routine repetitive
2. established and stable contents 
3. alternatives clear
4. implications of alternatives straightforward 

Unstructured decision:
1. unexpected infrequent 
2. emergent and turbulent contents
3. alternatives unclear 
4. implications of alternatives indeterminate

In order to make a good decision the stakeholders must look out on what kind of decisions they have to choose and what are the risks involved. In addition to decision making there can be a manager within the stakeholders team that can be either an ‘’Analytical manager or an Intuitive manager’’. This means that the analytical manager will take the decision based on quantitative information and will neglect the qualitative information, on the other hand an intuitive manager will rely on his experience, judgement and intuition when making a decision.
Step 5: Monitor performance
In order to monitor the performance someone has to keep a close eye on the feedback and the results of the training questionnaires, however this takes a long time for us to see the results, but lets presume that the online training, questionnaires and the ‘’to do and not to do list’’ was the best decision and the feedback improved.
This means that our employees needed more support and training , by seeing the positive feedback means that we did a good job and we merged as a team also we have given the wright support to the people that needed and by making the staff happy we kept the customers happy.

In addition to the 5 steps any company (business) needs a SWOT or PESTLE analyse, because I am not working within the company or I am not a qualified person to do a PESTLE analyse I have looked online and found an analyse that I will use for my assessment
Pestle analyse as learned during the curse is a way to analyse the macro and micro environment of the organization.
FERN Fort University has done a PESTLE analyse on Argos:
‘’PESTEL analysis provides great detail about operating challenges Argos Resources Limited will face in prevalent macro environment other than competitive forces. For example an Industry may be highly profitable with a strong growth trajectory but it won't be any good for Argos Resources Limited if it is situated in unstable political environment. 

Political Factors that Impact Argos Resources Limited
Political factors play a significant role in determining the factors that can impact Argos Resources Limited's long term profitability in a certain country or market. 
· Political stability and importance of Oil & Gas sector in the country's economy.
· Risk of military invasion
· Level of corruption - especially levels of regulation in Oil & Gas sector.
· Bureaucracy and interference in Oil & Gas industry by government.
· Legal framework for contract enforcement
· Intellectual property protection
· Trade regulations & tariffs related to Oil & Gas
· Anti-trust laws related to Oil & Gas
· Pricing regulations – Are there any pricing regulatory mechanism for Oil & Gas
· Taxation - tax rates and incentives
· Wage legislation - minimum wage and overtime
· Work week regulations in Oil & Gas
· Mandatory employee benefits
· Industrial safety regulations in the Oil & Gas sector.
· Product labeling and other requirements in Oil & Gas
Economic Factors that Impact Argos Resources Limited
The Macro environment factors such as – inflation rate, savings rate, interest rate, foreign exchange rate and economic cycle determine the aggregate demand and aggregate investment in an economy. While micro environment factors such as competition norms impact the competitive advantage of the firm.  Economic factors that Argos Resources Limited should consider while conducting PESTEL analysis are -
· Type of economic system in countries of operation – what type of economic system there is and how stable it is.
· Government intervention in the free market and related Oil & Gas
· Exchange rates & stability of host country currency.
· Efficiency of financial markets – Does Argos Resources Limited needs to raise capital in local market?
· Infrastructure quality in Oil & Gas industry
· Comparative advantages of host country and Oil & Gas sector in the particular country.  
· Skill level of workforce in Oil & Gas industry.
· Education level in the economy
· Labor costs and productivity in the economy
· Business cycle stage (e.g. prosperity, recession, recovery)
· Economic growth rate
· Discretionary income
· Unemployment rate
· Inflation rate
· Interest rates
Social Factors that Impact Argos Resources Limited
Society’s culture and way of doing things impact the culture of an organization in an environment. Shared beliefs and attitudes of the population play a great role in how marketers at Argos Resources Limited will understand the customers of a given market. Social factors that leadership of Argos Resources Limited should analyze for PESTEL analysis are -  
· Class structure, hierarchy and power structure in the society.
· Education level as well as education standard in the Argos Resources Limited ’s industry
· Culture (gender roles, social conventions etc.)
· Entrepreneurial spirit and broader nature of the society. Some societies encourage entrepreneurship while some don’t.
· Attitudes (health, environmental consciousness, etc.)
· Leisure interests
Technological Factors that Impact Argos Resources Limited
Technology is fast disrupting various industries across the board. Technology analysis involves understanding the following impacts -
· Recent technological developments by Argos Resources Limited competitors
· Technology's impact on product offering
· Impact on cost structure in Oil & Gas industry
· Impact on value chain structure in Oil & Gas sector
· Rate of technological diffusion
Article continues after ad 
Environmental Factors that Impact Argos Resources Limited
Different markets have different norms or environmental standards which can impact the profitability of an organization in those markets. Some of the environmental factors that a firm should consider beforehand are -
· Weather
· Climate change
· Laws regulating environment pollution ’’
· Air and water pollution regulations in Oil & Gas industry
· Recycling
· Waste management in Oil & Gas sector
· Attitudes toward “green” or ecological products
· Endangered species
· Attitudes toward and support for renewable energy
· 
Legal Factors that Impact Argos Resources Limited
In number of countries, the legal framework and institutions are not robust enough to protect the intellectual property rights of an organization. A firm should carefully evaluate before entering such markets as it can lead to theft of organization’s secret sauce thus the overall competitive edge. Some of the legal factors that Argos Resources Limited leadership should consider while entering a new market are 
· Anti-trust law in Oil & Gas industry and overall in the country.
· Discrimination law
· Copyright, patents / Intellectual property law
· Consumer protection and e-commerce
· Employment law
· Health and safety law
· Data Protection


Conclusion:
[bookmark: _GoBack]In conclusion a business as large as Argos Resources LTD. should have better trained staff and better managerial skills within the department with the many complaints. Furthermore if they want to succeed and keep up the good work they have to keep their staff happy so the customers get the best quality services. 
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