
STUDENT NAME:             ANDREEA ANA MARIA IFTIME (G5) TERM3 

STUDENT NUMBER:       1906182

MODULE NAME:             PROBLEM SOLVING AND DECISION MAKING
 
MODULE NUMBER:        BMSW4004

LECTURER NAME:           YAJESH KUMAR 











                               PROBLEM SOLVING TOOLS AND TECHNIQUES TO IDENTIFY 
                                   AND PROPOSE SOLUTIONS TO A WORK BASED PROBLEM 










Executive summary 
The perspective assignment has been developed on the issues that LIDL is facing, and analysis has been drawn to deliver wider role in analysing the solution in strategic context. The coordinated factor has been aligned in this study to gain wider knowledge regarding issues of the work-based structure that may generate within the organisation. This report sheds lights on customer service issues of LIDL. Effective information regarding stakeholder communication plan has been described. The monitoring technique and recommendations also have been made in this report. 
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[bookmark: _Toc49020620]1. Introduction and issues as well as scope and impact of the workplace
Introduction 
Business is generated through a work-based structure that every organisation meets to bring effective benefit to the system. This report is going to be developed to elaborate on the prime factor associated with LIDL and its issue in present business structure. Proper solutions will also be stated in this study.
Issues of LIDL 
LIDL is one of the supermarket giants that have manifested wider diligence in markets of Europe. LIDL has always focused on providing goods at low rates to maintain customer demand. It has been so founded that they remain unable to maintain the demand for a product as their stock has less active proposition (Forbes.com, 2020). Moreover, assigning the reliable fortunate sources with effective validation is highly required for a firm to gain a subjective base competing on the price tags has led the grocer market to disrupt and lowered the target market share from the grocer market. Thus, LIDL faced issues from customer service regarding possible ventures in a strategic context.
Scope and impact 
The company is vested with wider coordination but lacked to provide susceptible market provision with its effective notation of business policies. The scope of the study is to bring an effective analysis of the customer-centric issues that LIDL faced in the current program. This will bring a specified approach in coordinate action. As stated by Kauškale and Geipele (2017), proper action with a specified form of reliable factor acquisition is highly conservative that can meet every context of business. Based on that, the company has lost certain customers due to lack of proper supply as the demand was high due to low-cost rate.  
[bookmark: _Toc49020621]2. Analysing the issues of LIDL
Demand of the market may vary with time, and proper manifestation is highly required for such action. As mentioned by Horschig et al. (2018), demand manipulation is highly required for the organisation to gain a susceptible base. Based on that, LIDL can fore mount its warehouse system and can bring effective notation to its business prospectus. The issues that are faced by LIDL regarding customer services is the provision of low cost and its demand that has made it the most susceptible constraint. On the other hand, the correlative action that has been developed by LIDL regarding the lack of proper customer services and meeting of demand has led to wider diligence and disturbances in the statutory sense. This has been taken into consideration, and the company has failed to provide services as its service demand enhances its prospective base. It has been stated by Bartke et al. (2018), meeting the demand of the market is the prime target which considers wider diligence and the proactive role has deployed wider loss in the market provision. This has stepped into a critical loss factor as lowering the cost has enhanced the demand, but less stock capacity has left them less effective to serve more customers.
[bookmark: _Toc49020622]3. Solution to the problem of LIDL
Perspective alignment of business is mediated with the proficiency that can envisage the whole system to bring effective notation to the whole system. LIDL needs to assign its system and must keep track of the record regarding its demand. It needs to analyse the demand of the customers and have to formulate assigned figures that can let it run its business fruitfully. As mentioned by Subritzky et al. (2016), productive unit and susceptible action development have aligned a strategic base with figuring of proactive action within the system. LIDL can actively organise and develop a system to align its demand of product within the market. The systematic firm can help the company to regain its customer base, which has left it due to lack of proper alignment. Though the company provides a low cost and quality product, but its demand is high and understanding those demands becomes hectic. Hence, active notation through analysis of the previous record can bring effective alignment of meeting customers' demand.
[bookmark: _Toc49020623]4. Decision making technique to include a range of solutions
SWOT 
	Strength 
· Low pricing system 
· Focuses on general merchandiser 
· Reliable operation strategy 
	Weakness 
· Inability to penetrate in foreign system 
· Lack in effective pricing 
· Unethical business practice 

	Opportunity
· Innovative segment of business 
· Enhancement of spending 
	Threat 
· High competition from its competitors 
· Lack of proper intimation to the low-income group 
· Low quality to the product due to its generalisation


Table 1: SWOT of LIDL
(Source: Group et al. 2018)
Analysis 
From the above table, it can be stated that LIDL is a well-established retail chain that has low price index products. This, in turn, has enhanced its customer base. However, lower pricing leads to lowering of brand value, as many of its customers think LIDL to be providing low-quality products. As mentioned by Bartke et al. (2018), the coordinative action must be activated to maintain a susceptible format of action within the market. Though the price list is low and this low price is due to the generalised merchandiser that promotes less active field for the company.
PESTLE
	Factors 
	Attributes 
	Impact 

	Political 
	· Corporate tax in the UK is 18% in 2020 (Gov.uk, 2020).
· Exit from the European Union leads to some sort of uncertainty known as Brexit.
	Moderate 

	Economical 
	· GDP growth rate of the UK from 2019 to 2020 -6.5% (Statista.com, 2020).
· The inflation rate is 1.19% in 2020.
	Moderate 

	Social 
	· The population of the UK was 66.4 million in 2019 (Worldometers.info, 2020).
· Literacy rate of the UK in 2018 was 99% with 0% increase since 2015 (Macrotrends.net, 2020)
	Positive 

	Technological 
	· The UK Government has invested about GBP 28 billion (Telegraph.co.uk, 2020).
· GBP 1 billion has been invested in Quantum technology (Great.gov.uk, 2020)
	Positive

	Legal 
	· Equality Act, 2010 
· Employment Act, 1996 (Legislation.gov.uk, 2020).
	Positive

	Environmental 
	· Carbon emission rate of the UK was 364.1 million tonnes (Publishing.service.gov.uk, 2020).
	Moderate 


Table 2: PESTLE of UK
(Source: Fozer et al. 2017)
Analysis 
From the above table, it can be stated that the political condition of the UK is much more stable, but uncertainty has occurred due to issues related to Brexit. In addition, the overall factor is up to the mark. From the perspective of economic and social as well as legal as well as technology UK has faced positive vibes (Horschig et al. 2018). This will lead LIDL to run its market with wider diligence, and its market provision is also effective that has made it reliable to run its provision of business strategically.
Fishbone analysis 
For analysing the issues specified, cause and effect are highly indispensable. Based on the fishbone analysis, it will be easy to draw the issue of LIDL in a strategic sense. As opined by Kauškale and Geipele (2017), loss of the company is sure if the service dies for the last list of customers. It has been observed that the lowering of the price index has enhanced the demand for fulfilling the demand. The stock is not available to LIDL for the rising demand. This returns customers, leading to loss of brand proposition and wider loss of perception of the business. This can be due to the low price index and lower price saturation, and for that, the prime cause may be the loss of personified products within the market. Through the fishbone, it can be analysed that the company has disturbances due to its loss of the proper saturating system. Furthermore, it cannot detect the demand of the market. This is the most effective aspect, which has LIDL to face such issues related to the customer.
[image: Low Satisfaction Fishbone | Fish bone, Customer satisfaction ...]
Figure 1: Fishbone analysis 
(Source: Vetter et al. 2016)
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	Steps 
	Method 
	Responsible person 
	Purpose 

	Market study 
	Analysing the previous data and studying the market through survey and interview method 
	Marketing manager 
	In order to bring an effective understanding of the ultimate demand of the market

	Analysing the competitor’s customers 
	Market determination and analysing the behaviour of the customers through certain strategic provision
	Marketing head 
	For verifying the needs of the customers and their utility

	Understanding the demand for the products 
	Analysing the viability of the product and meeting the needs through promotion
	Project head 
	The product effectively understanding and understanding its nature of demand 

	Analysing the buying behaviour 
	Through survey and interview process along with promotion in strategic context
	Project manager 
	To determine the motive and for segmenting the customer based on their demand 

	Increasing the stock 
	Listing of the stock, construction of the warehouse and listing of the products in specified order based on the report of the marketing manager
	Warehouse manager 
	Listing of the stock and ultimate providing the product as per the demand 


Table 3: Planning for implementation 
(Source: Created by author)
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	Audience 
	Message 
	Medium 
	Time period 
	Responsible individual 

	Steering committee 
	Detailed report regarding the issues, strategies for solving the issues 
	Meeting, formal paper-based reports and demonstration
	Once in a month 
	Project head, implication team, project sponsors 

	Advisory committee 
	Implementation scope, required technology, required budget, potential corporate issues, potential risk and risk management strategies 
	Meetings, online communication and PowerPoint presentation 
	Once in a week 
	HR manager, project head

	Project implication team 
	Business objectives of the organisation, roles and responsibilities of the project implication team, status report, detailed information of the strategies 
	Workshops, meetings and bulletin boards 
	Twice in a week 
	Team leaders 

	Customer service administrator 
	System overview, newly identified business processes, required time period 
	Email, demonstration 
	Once in a week 
	Project head and operation manager 

	End users 
	Effectiveness of the new strategies, potential facilities which will be provided 
	Marketing activities 
	Monthly 
	Marketing manager 


Table 4: Stakeholder communication plan 
(Source: Based on Customer-service.lidl.ie, 2020)
Analysis 
LIDL is a well-known organisation based in the UK, and this organisation maintains a hierarchical structure. Different sectors of this organisation will get the necessary information on the project through face to face meetings and online communication. As stated by Cinto (2016), this method is useful to maintain the transparency of the implication process. The project head, HR manager and team leaders will maintain communication with all stakeholders.
[bookmark: _Toc49020626]7. Accessing the appropriate monitoring and review techniques for ensuring successful implication
Monitoring on the day to day activities of the overall implication plan is an effective way to ensure the success of the implication plan. As opined by Napitupulu et al. (2018), this method will be effective to provide detailed information regarding the roles and responsibilities to the implication team. The HR manager of LIDL will provide proper monitoring on developing the online portal. The IT manager of this organisation will monitor the overall usability of the online portal. 
On the other hand, it is necessary to evaluate user experience of an online portal, and this organisation will provide access to the online portal to the employees at the developing stage. The further improvements will be practised based on the feedback of the employees. This process will be useful for developing an authentic way. The project head and the HR manager of this organisation will record day-to-day activities and improvements in the knowledge management system. The higher authority will be able to access the development of the project daily.
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Business attributes and the projected format of business need to be justified by an organisation to mediate a wider role in delivering a sustainable approach in the market. LIDL has developed its marketing approach to a strategic perspective. Despite this, its overburden due to low price range has tended the company low in fulfilling the demand. Hence, LIDL needs to be proactive and understand its own demand in the market to meet each specification strategically.  
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Recommendation 1
Providing products at an affordable rate is the main business motive of this organisation, and this organisation has been facing the issue of high customer demands. Increasing the number of employees in the customer service facility might help to overcome this issue.
Recommendation 2
This organisation can establish a social media platform for the users, and users can share their experience in the store. They also can provide reviews of products. The customer service team of LIDL can post new strategies in the platform, which might increase the overall transparency of this organisation.
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