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[bookmark: _Toc39237354]Introduction
The report will discuss about the Grosvenor Casino Leo also popular as Leo Casino in Liverpool which is operated under the name of Grosvenor Casino Ltd. that operates both in England and Wales (Casino Liverpool | Grosvenor Casino Leo, 2020). The main purpose of this report is to discuss about the customer dissatisfaction issue that leads to management issue. This report will focus on the decision making process and find out solutions for the resolving issue and will also evaluate the strength and weakness of the proposed solutions and implement the selected solution. 


[bookmark: _Toc39237355]Part 1: Problem at workplace
[bookmark: _Toc39237356]1.1 Choose problem
Gambling industry is facing a dangerous time currently where the customers are sort of at a situation where they are starting to rebel against the nickel and diming at Leo casino in UK. It has been analysed by Collins, et al., (2019) that currently high pricing strategy of casino leads to aggressive customer behaviour on the management. 
[bookmark: _Toc39237357]1.2 Reasons of the problem
The casino is taking huge restaurant fees and also made paid parking and the customers are feeling nothing else than gouging being attempted by the casino. Moreover, shrinking comps and games are giving less return to the customers. Several casinos are squeezing the customers enormously that the game is not making any more fun at present. 
[bookmark: _Toc39237358]13. Advantages/ disadvantages of the selected problem
There is only one opportunity for the casino in this situation is to make new types of value or walk against the flow of cost sneak which not provide any big profit as they will lose more customers from their hand (Prentice, Wongand Lam, 2017). Furthermore, apart from executive offices, maximum people are non-executive they play for their own enjoyment if they get disappointed for the above mentioned reasons then they will no longer going to visit here and will switch to other firm. Thus, it will also lose several loyal customers. 
[bookmark: _Toc39237359]1.4 How to resolve the problem
To resolve the major issue that is current high pricing strategy, the management of the casino should pay attention on their strategy. In order to better analyse of the current major issue of the company, different analytical tools such Fishbone analysis, SWOT and PESTLE analysis that will be implemented in the next section (Serrat, 2017). 
[bookmark: _Toc39237360]1.5 My experience of the problem at the workplace
While I was working in the casino as a ground staff in the last week, I heard one customer is shouting in an aggressive mood on one of our casino employees who is catering food. I noticed the whole situation and went there to handle the heat situation and came to understood that particular customer often comes to our casino but now left with poor remark by stating that our casino is stealing money by increasing several charges on food, also at bar, parking and by changing the rule of the game (Kayand Skarlicki, 2020). Operations manager has come down at the floor and trying to cool down the customer however unable to convince him rather it has increases the flames of fire without dampening and it is just because of current high pricing strategy which makes the customer angry and such situation is also proving that the management of the company is not efficient in making a strategy. According to my perception, playing such game increases the excitement and hence they often cannot hold on the temper and burst out in anger and based on all aspects the company should make proper strategy. 
[bookmark: _Toc39237361]1.6 Seven steps to problem solving
Setting forth the conflict management processes within the companies like casinos is prime challenge as it has to deal with public emotions and if they maintain it such processes support to decrease conflict among between employees and customers as well. 
Seven steps that can help in problem solving are given below:
1 The manager or the employee should permit aggressive customer to express and speak about their feelings unless they are not releasing their aggravation and cool down (Van Akenand Berends, 2018).  
2 The employee or the manager should utilise empathy statements in correct tone to reveal that they understand their customer’s frustrations and feelings. 
3 They should proffer opinion or agree/ disagree with their customers and should work on to resolve the issue effectually. 
4 They should react on the customer’s aggressive rather allow them to speak out what is their issue(Hao,et al., 2017).
5 The employee and the manager should use verbal softeners to make the customer calm down.
6 Assess something through listening and find out to agree with the customer and that may lead to collaboration and negotiation.
7 The manager and the employee should set limits and utilise timeouts and let the customer think about the alternative and if they do not agree upon, they should set the limits and end the conversation. 


[bookmark: _Toc39237362]Part 2: Decision Making
[bookmark: _Toc39237363]2.1 Types of Decision
There are several kinds of decisions in a company however the following are the kinds of decisions that are essential and they are- 
· Tactical as well as strategic decisions
· Programmed as well as non-programmed decisions 
· Basic as well as routine decisions (Gati, Levinand Landman-Tal, 2019)
· Policy and operating decisions
[bookmark: _Toc39237364]2.2 Factors affecting decision making
Some of the factors affecting in the process of managerial decision making:
· Certainty 
· Risk (Zardo, 2018)
· Uncertainty 
[bookmark: _Toc39237365]2.3 Ingredients of good decision making
To make well decision, the manager of the organisation should consider the following things that have been depicted in the below figure.
[image: ]
Figure shows process of decision making
(Source-Adair, 2019)


[bookmark: _Toc39237366]2.4 Fishbone Analysis
[image: ]

Figure shows Fishbone analysis model
(Made by: Author)
According to Milani (2019), a fishbone diagram is often called cause and effect diagram is a visualisation tool to categorise the potential reasons of an issue for recognising its main causes.
The Fishbone diagram provided above highlights the main elements of people, methods, materials and equipment and environment which help explain the identified problem. The problem has been identified as aggressive customer behaviour at Leo Casino. The causes that lead to it have been identified as the high fees at the restaurant, car-parking fees and gaming fees. Moreover, the behaviour of the managers has not been empathetic and responsive, worsening the problem. The problem and causes have been analysed using the proposed analytical tool which has been illustrated in the diagram. The root causes of this major issue have been given in section 1.2. 
[bookmark: _Toc39237367]2.5 SWOT Analysis

(Source: Güreland Tat, 2017)
[bookmark: _Toc39237368]2.6 PESTLE Analysis

(Source: Self-Created)

[bookmark: _Toc39237369]2.7 Porter’s Five Force Model

(Source: Self-Created)
[bookmark: _Toc39237370]
Part 3: Solution
[bookmark: _Toc39237371]3.1 Proposed solution 1 - I will be analysing this solution as this is the viable solution for the problem which the casino is facing
For better casino experience, it is important for Leo Casino in tracking the behaviour of the players for offering them the satisfaction that they generally wish for- both on and off- the floor. This engages the behaviour of players at the table (like size of bet or the play length) alongside other things such as gift store alongside food purchases (healthy options) besides requests for room service. The casino would do well in collecting this information via exercising a loyalty card and in lieu of that loyalty; players will be tendered incentives in keeping playing, like upgradation in meals, better hotel accommodations and coupons. It is important the casinos try and dish out something new at least once a week so that players come back again and again to play at the casino (Ferrazzi,et al., 2019). 
Fishbone Analysis:
Cause 1: Unsatisfied guests
Effect: When it is about guest services, it generally takes a strategy of formidable sort in being successful within the gaming sector. As seen in this report satisfying guests who are not that happy or satisfied about dropping £400 at the craps table within 15 minutes and then not getting a free drink or a meal at lower price which is bare minimum in such situations can prove to be challenging. 
Cause 2: Poor technology:
Technology plays a major part in everything these days, same for the gaming industry too. Technology helps the gaming company in personalizing the experiences of the customers by studying their behaviour like how can the players be kept on the floor for longer period of time and the areas in the casino which have most foot traffic. Such data can be evaluated and exercised in developing the casino related experience for customers across the board.   
Cause 3: Untrained professionals:
It is not always the case that the staffs within a casino are properly trained though they should be as they require handling different types of people with different set of emotions. Sometimes their poor man management leads to a situation where the guests turn hostile as not everyone can manage an individual who has just lost out on his pennies. 
Cause 4: Ofering same old things
Casino is a place where people tend to try their luck out, play games in order to earn some extra money, have a drink or two and have fun, though more often than not they lose out on their money, does not get new offerings that would keep the guests or players hooked to the casino. 
[bookmark: _Toc39237372]3.2 Proposed solution 2
Membership card can be another strategy that can help the company to give different offers to the customer for certain time limit. This strategy can also help to gain competitive edge over its competitors in the market.  
[bookmark: _Toc39237373]3.3 Evaluation of the proposed solution 1 as this is the viable solution for the problem which the casino is facing
[image: ]
[bookmark: _Toc39237374]Source: (Self-Created)

It is essential to evaluate the potentialities of the two selected options for identifying which can work well. Spending in other areas can help to give more returns to the customers and also help them to get a meal and in some other facilities like vouchers for shopping in a well-known mall. However, buying low rate meal can also create an impact on health of the customers if the food is not healthy and hence they should introduce some healthy and delicious meals for the customers. This will be one of the unique and innovative strategies for Leo Casino as no other competitors in the market have yet started. 
The first option seems more viable in case of Leo Casino as the only way they can trim down the rate of unsatisfied gamers is by tracking and studying their behaviour, their emotions their desires and other aspects what would keep them hooked to the game table. Emotions tend to run high in casinos and therefore Leo Casino would do well to personalize its offerings in order to cater to the needs of every gamer. It is largely about compensating them to a certain extent on days they might have incurred heavy losses. A free drink, a healthy meal at the lowest possible price and a room service of quality sort on request can be some that Leo Casino can bring in to have more satisfied customers. 
[bookmark: _Toc39237375]Part 4: Implementation
[bookmark: _Toc39237376]4.1 Implementation plan for the proposed solution
	Goal
	Activity
	In charge
	Duration

	Retaining customers and attracting new customers
	Offering healthy food at low price by doing marketing such as promoting in social media and also place hoarding (Rowell, 2018)
	Ground staff and manager at operations 
	1 month



[bookmark: _Toc39237377]4.2 Monitor and review of implementation plan
The above mentioned implementation plan can be monitored by monitoring the number of new customers are responding against the promotional activity and also by reviewing the social media users (Kumar, Vijayakumarand Jain, 2018).
[bookmark: _Toc39237378]Conclusion
It can be concluded from the above discussion that proper strategy is important for the casino to retain their customer base and hence the management need to take care of the existing and new strategy whether they are properly executing or not and reaching the goals of the company. 
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PESTLE


Economical - In UK, gambling is a legalised sector and this is because of the gambling sector there is enhancement in the condition of economy and tax revenues and it directs enhancement in the gambling infrastructure in an effective way. Alternatively, the negative impacts of the gambling sector are enhancing the rate of crime in the United Kingdom. 


Social - It is correct to declare that gambling is creating negative influence on society as it is increasing several criminal activities. 


Technological - Currently the player can use internet to play gambling as several online organisations are offering ground to play in internet and hence technology is maximising the demand of internet gambling (Rastogiand Trivedi, 2016). 


Legal - The UK law is giving license to this sector for diverse gambling casinos and shops of betting, although the rise in the taxes on resources and it is cause because of which several gambling methods are getting engage in diverse small bars which is making legal problems also (Rastogiand Trivedi, 2016). 


Environmental - In recent times, several industries are working on to make sustainable environment. The gambling sector is not an exceptional one that is making changes in their operations and began to act on (Onlinecasinomaxi, 2020). Several casinos in UK have made a special slots category devoted to nature, flora as well as fauna, issues it confronts. 


Political - The political influence on the gambling sector is being apparent from previous many years and the cause is that this sector is significantly maintaining and being regulated by the rules and regulations, laws as well as policies (Perera, 2017). 



Porter's Five Forces


New entrants’ threats - There is a low entry level in the marketplace due to stern licensing policy barriers of the UK government which desist the penetration of a new company in the market. 


Strength of Suppliers - The negotiation strength of supplier is low as the products or goods that are needed for the gambling operation are effortlessly accessible at several range of price. The marketplace is less focused because of the companies already have agreements with their suppliers. 


Negotiation strength of purchaser - The negotiation strength of the purchaser is very low and it is due to the profits in this sector is massive and the customers’ volume is also maximum. Hence, the possibility of the customer dissatisfaction is very low and thus the customers who are making less money would otherwise go to another firm (Huang, 2019) 


Substitution threats - The products and services given by the companies in this sector are the leading aspects that develop the substitution threats. The companies that are functioning in the sector give same product and services, however the demand and tastes of the customers is a main factor that encourages the substitute threats. 


Competitors’ rivalry - The competition among the competitors in the gambling sector is high and it is due to several companies functioning in the sector have different competition modes. The services that are given by the gambling is a dominant aspect strengthen the competition in the sector. Each company functioning in the sector has its diverse characteristic which is copied by several companies (Lewis, 2017). 


16

image3.png
Causes Effect

Untrained professionals Offering same old things





image4.emf



PROBLEM SOLVING AND DECISION 
MAKING










PROBLEM SOLVING AND DECISION 

MAKING


image5.emf



Table Of Contents
• Slide 3: Introduction
• Slide 4:Define a complex problem in the workplace including its scope and 



impact
• Slide 5:Analyse information on the identified problem, to help inform the 



decision making process
• Slide 6: Propose a range of alternative solutions to the problem
• Slide 7: Use a decision-making technique to evaluate a range of solutions to 



identify the most appropriate
• Slide 8: Option
• Slide 9: Develop a plan for implementing the solution
• Slide 10: Implementation plan
• Slide 11:  Communicate the plan to stakeholders
• Slide 12: Assess appropriate monitoring and review techniques to ensure 



successful implementation of the solution
• Slide 13: Conclusion










Table Of Contents

• Slide 3: Introduction

• Slide 4:Define a complex problem in the workplace including its scope and 

impact

• Slide 5:Analyse information on the identified problem, to help inform the 

decision making process

• Slide 6:Propose a range of alternative solutions to the problem

• Slide 7: Use a decision-making technique to evaluate a range of solutions to 

identify the most appropriate

• Slide 8: Option

• Slide 9: Develop a plan for implementing the solution

• Slide 10: Implementation plan

• Slide 11:  Communicate the plan to stakeholders

• Slide 12: Assess appropriate monitoring and review techniques to ensure 

successful implementation of the solution

• Slide 13: Conclusion


image6.emf



Introduction
• The presentation is about the issue of Grosvenor Casino Leo, Liverpool



• Purpose of the this presentation is to problem solving and decision making



• The main problem of this casino is customer dissatisfaction that leads to



management issue



• It will show the implementation plan for getting proper solution
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Define a complex problem in the workplace 
including its scope and impact



• Complicated issue



Ø Leo Casino is facing aggressive customer



Ø Inefficient management (Collins, et al.,2019)



Ø Customer dissatisfaction



• Scope of the issue



Ø High restaurant fees



Ø Paid parking



Ø Less returns of the customers



Ø Shrinking comps



• Impact



Ø Conflict between customers and the employees



Ø Loss of customers



Ø Low revenues (Prentice, Wong and Lam, 2017)



Ø Negative impact on brand image



Ø Unable to attract new customers
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Analyse information on the identified problem, to 
help inform the decision making process



• Analysing the information on recognised 
issue



The main cause of customer aggressive 
behavior is high pricing strategy and such 
issue can be categorized in the following 
root causes



q Game rule changing is one of the factors 
that make player excited 



q Apart from these, players are dealing with 
shrinking comps in the casino



q Lowering the free play advantages 
q Ineffective strategies of management (Kay 



and Skarlicki, 2020)
q Improper conflict handling
q Moreover, such customer dissatisfaction can 



increase the low switching cost 
q They need to focus on non-executive offices 



(Serrat, 2017)
q There are several competitors and hence the 



company should focus on this major issue
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Propose a range of alternative solutions to the 



problem
• For better casino experience, it is important for Leo Casino in tracking the behaviour of 



the players for offering them the satisfaction that they generally wish for- both on and 
off- the floor. 



• This engages the behaviour of players at the table (like size of bet or the play length) 
alongside other things such as gift store alongside food purchases (healthy options) 
besides requests for room service. 



• The casino would do well in collecting this information via exercising a loyalty card and 
in lieu of that loyalty; players will be tendered incentives in keeping playing, like 
upgradation in meals, better hotel accommodations and coupons. 



• It is important the casinos try and dish out something new atleast once a week so that 
players come back again and again to play at the casino (Ferrazzi,et al., 2019). 
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Use a decision-making technique to evaluate a range of solutions to 



identify the most appropriate



• Defining decision making



• It is associated to planning and arranging, directing as well as
controlling roles of a manager



• Importance of decision making



• To attain the objectives of the organisation



• Decision making technique



• One of the effective techniques of decision making is group
discussion



• There are several benefits of group discussion are as follows-



ü Greater knowledge



ü Higher number of approaches



ü Several alternative solutions (Hao, et al., 2017)



ü Increased decision acceptance



ü Well understanding of an and decision
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Option
• It is necessary to analyse the critical issue before choosing an option



• From above alternatives there are two options have been chosen initially



• Making a plan such as earning points by buying meals and that should be-
v Variety of healthy food for the customers at low price (Ferrazzi, et al., 2019)
• The casino should offer free parking zone for the customers 
• Evaluating the strength and weakness of the options



Ø Spending in other areas can help to more returns to the customers



Ø Helps the customers to get other facilities like vouchers for shopping



Ø Getting an opportunity through the strength of the organisation to take
advantage on healthy consumer products market



Ø Membership card can create two problems and that are-



Ø limited customers can opt for such offer as it takes registration or validation
charges every year



Ø Customer will feel a sense of discrimination
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Implementation plan
• Goal



• Increasing customer base



• Activity



• Offering healthy food at low price and hence
the company need to do marketing such as
promoting in social media and also place
hoarding (Rowell, 2018)



• In-charge



• Ground staff and manager at operations



• Duration



• 1 month
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Communicate the plan to stakeholders
• Group discussion is essential



• It helps the manager to make proper



decision



• While implementing a plan the
managers need to regularly
communicate with the team leaders
(Tripathy, 2018)



• Leaders should communicate with the
employees to get information frequently



• It will help in monitoring and reviewing
the strategy



• It will also help if any strategy needs to
be altered or adjusted
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Assess appropriate monitoring and review techniques to 
ensure successful implementation of the solution



• Monitoring and reviewing of an implemented



plan helps the management of the company



to



• Evaluate what is performing well



• Assess what is not doing well (Kumar,



Vijayakumar and Jain, 2018)



• Making alterations to the plan and also



modify the existing strategies of the company



• Help in discussing with the workforce



• Getting several views on the new



organisational issues that have arisen while



executing the new plan
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Conclusion
• It is essential for the management to pay attention on the present issue that
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