
1




Community engagement
(LCBB4002)
[bookmark: _GoBack]
                  Lector name: Joanna Walsh
Student name: Denitsa Encheva 
                  Student number: 1813734






















Table of Contents
Introduction	2
Discussion	2
Role of the employee in Uber	2
Training and development of the employees	4
Importance of a selected role	4
Skill and knowledge required for the role	5
SWOT Analysis	5
PESTEL Analysis	7
Conclusion	8
Reference List	9
Appendix	10



[bookmark: _Toc5049944]Introduction
Employees are an important stakeholder of the organisation and have a significant role in achieving the objectives of the business (Anitha2014). In order to understand the role and responsibility of the employees and the need for their skill development the organisation that has been selected to study is Uber. Uber is an American multinational organisation that revolutionised the transport industry by merging ICT with transport. The company was founded in the year 2009 in San Francisco by Partners Travis Kalanick and Garrett Camp. The service that the company was offering can be categorised as disruptive innovation as it helped in creation of a new market. Uber operates in the transportation sector and can be said to be a large-scale organisation and has operations in around 785 metropolitan areas globally (Cramerand Krueger2016). 
The current revenue of the company is around 1130 Crores USD as per 2018 and apart from the transportation services, the company has now developed different subsidiary services like Uber Eats for instant online food delivery, Jump Bikes and Otto. The company operates on the basis of sharing economy which enables the global people to avail the car services on sharing basis which is not only economically beneficial but is also environmentally beneficial since the number of car users have decreased after the introduction of Uber services. As per the data of market research, October 2019, both Lyft and Uber has a combined market share of around 98% on the ride sharing market. 
The vision of the organisation is to create opportunity by setting the world in motion. Uber focuses on improving the transportation accessibility for the future in one click. The mission of the company is to help everyone to get transportation facility at every place or corner of the world. The company focuses on the safety of the customers before anything. The company has diversified the services in the transport sector with a food delivery section, business transportation, freight and health (Uber.com 2019). The company caters to the customers who are technologically updated and leads a quick lifestyle. The customers expect and smooth and hassle-free service from the company and reduction of the time from booking the car and availing the service during the peak rush hours (Cramerand Krueger2016). 
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[bookmark: _Toc5049946]Role of the employee in Uber
Uber is a platform-based service, there is both demand and supply from the end of the organisation. The riders create demand for the service and the drivers are the supply (Uber.com 2019). The company has an operations team that looks after the day to day operations of the business, a technical team, customer service team, finance department, administration department, sales department and also Human Resource department. Based on the job profile an individual is selected for the responsibilities of the position (Glöss, McGregorand Brown2016). 
The organisation considers the employees to the most important factor in achieving the goals of the business.  The company understands that it is essential to develop a valuable relation with the employees and align the objectives of the business with the interest of the employees in order to improve their performance (Mishra, Boyntonand Mishra 2014).
The operations of the business are completely based on the employees taking care of the riders as well as the drivers, servicing and communicating, the technology department is responsible for developing upgrades in the apps and websites and looking after any glitch that might take place, the employees in the finance and administration department look after the operations of the business and thereby ensure that day to day functions of the business are up-to-date. The sales department employees on the other hand serve the role of getting more businesses in terms of gathering more clientele and customers (Uber.com 2019). 
The management of the company acknowledges the employee’s role in the organisation and encourages them to have a wider perspective. The company encourages innovation among the employees and is looking forward for new and innovative services as well as operations of the business. The company believes that the organisation is created and operated by the employees, the employee resource groups (ERGs) are employed to ensure that there is diversity and fair work environment across the organisation. In 2017, the ERGs the number of members increased from around 2,000 to almost 7,000 across the company. The members of the group were motivated to further continue their work by bonus incentives. It can be concluded that the company stands from diversity and inclusion however, there has been criticism regarding the after the release of their 2018 diversity report which is still dominated by white male population (Uber.com 2019). 
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The management of Uber believes that the performance development of the employees does not only provide the company with opportunity it also provides the employees with new scope of promotion in job profile. The performance of the employees helps them in promotion and appraisals, on the other hand training and development helps the company in achieving a better equipped employee who has better solution to problems.  
Not only the employees but also the drivers are provided with opportunity to develop and sharpen their skills. Depending on the close supervision of the managers of the teams’ people are selected to attend the training and development programmes, the company also has leadership programmes which help in developing the leadership skills of the employees and thereby employ people from within the organisation in a leadership position (Dhar 2015). 
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The role that is selected is of a customer service executive, there are a number of problems that the drivers or the riders have to face while booking a ride. The customer service department has been developed in order to help the customers or drivers solve any issue in the process. The customer service executive in Uber is expected to be available over online chat and phone service 24/7 in order to resolve the upcoming issues during the cab service process. The customer executive is required to handle issues like cancellation, rebooking, GPRS tracking and emergency failures during the services. As the company works directly with the customers it is important to develop a valuable relation as to serve them with best quality service that is promised (Cook2017). 
The role of a customer care executive is to ensure that the company retains and develops a valuable relation with the customers in the long run. Since the customers or the riders and drivers are the source of revenue for the organisation the role of a customer care executive becomes very essential. The executives are the direct link with the customers and the company and usually come up with a grievance which it is not treated carefully then the company can lose the customer. Since there is intense competition in the transport department, the company wants to keep the customers engaged to the services of Uber.
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Communication skills are the most important in case of customer care service. The basic role of a customer care executive is to serve as a communication medium in between the company and the customer. Therefore, it is important to have written, oral as well as interpersonal communication skill. 
The executive should also have technological skills as the company is based on technology and the customers are using the same daily to avail the services. Hence it is essential to have basic technological skills so that they can understand the issue that the customer is trying to explain and come up with a solution. On the other hand, interpersonal skills are essential to calm the agitated customer first and patiently listen to the problem before jumping into a conclusion. 
Hence it can be said that the training that is required in this job role is regarding how to deal with the issues, how to communicate efficiently and also how to improve the time taken in getting a grievance registered and solving it. 
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	Strength 
Uber has goodwill in the industry among the drivers as well as the riders. 
The government of the country of operation is an important external stakeholder, based on the rules and regulations of the government the company develops policies in the region. In UK uber has its extensive services, it operates in most of the major cities and also has a number of types of services.
The company follows strict regulations for both the parties(Cramerand Krueger2016)
The company tries to develop and improve their technology keeping in mind the user-friendly feature as the customers may be technologically advanced, but they are also looking for easy use to technology (Cramerand Krueger2016). 
Focus on employee development helps in achieving the objectives of the business as well as remain true to the vision.
The company has operations in over 200 countries which encourages the diversity and inclusivity of the employees (Balesand Woo2016). 
Due to easy usage, hassle free booking and quick services has helped the brand to develop further. The acceptance of smartphone and availability of internet has provided the company opportunity of expansion.
Uber is a well-established brand and the company offers the employees with a number of rewards along with the monthly remuneration and therefore, the company attracts talent as well. 
	Weakness 
Uber has been under the radar of critics after their release of the diversity report which is mostly populated by the demographic of white male. 
Uber has grown exponentially since its establishment in 2009. But there are countries have banned or restricted the services of Uber. The company is said to be having an unfair competition against regular taxis hence it is banned in some region. 
The company has to focus more on their customer care services as there are a number of substitutes as well as a number of competitions has arrived in the industry. 
The human resource department does not have a fixed career development program or a training manual that is followed (Cramerand Krueger2016).
A lot of importance is given to the management and the supervisory level. 
There have also been speculations about the company’s relation with the drivers who form the foundation of the business model. Therefore, it is important to develop a good communication bridge in between the drivers and the company (Cramerand Krueger2016).



	Opportunity 
The company has the opportunity of developing a training and development program not only for the customer service segment but other segments as well (Cramerand Krueger2016). 
	Threat 
There is threat of competition as well as substitute for Uber.
There are a number of brands that has established on the business model similar to that of Uber this reduces the attractiveness as an employer as well (Cramerand Krueger2016).
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It can be concluded from the above discussion that Uber is an organisation that operates in a shared economy. The company operates based on a platform-based business model.  Uber has to serve their clients as well as the divers and therefore the company has to have a strong customer service department. One of the biggest weaknesses that have been discovered is that the company cannot maintain a healthy relation with the customers and this aspect has been criticised several times. For a company that is based on technology there are chances of glitches and issues, the company should focus on resolving the customer grievance and issues. Another issue in the employment sector that has been highlighted is that after a lot of effort the company has not been able to successfully implement diversity among the work force. 
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	Training goal
	learning objectives
	learning methods / activities

	Time period 

	Evaluation

	Development of written communication 
	Fluency in the language used in business 
	Taking regular language classes 
	6 months 
	Mock test 

	Development of oral communication
	Understanding of the language 
	Language classes 
	6 months
	Mock test 

	Development of interpersonal communication skills 
	Understanding of the technology and aligning it with the customers grievances 
	Conversational sessions 
	6 months
	Stimulation tests 

	Understanding of the sensitivity of the case 
	Developing sensitivity and empathy 
	Conversational sessions 
	6 months
	Stimulation tests




