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[bookmark: _Toc137496451]Introduction
In this report, I will build an original solution and/or create value to improve the customer experience at my place of business by imagining, expressing, and using creative thinking in a work-based environment.
Today, the creative ways in which goods and services make use of new resources, technology, and procedures increasingly determine their worth. Value creation in the past relied on industrial scale economies, such as mass production and the high efficiency of recurring processes.
The ability to find a solution to a frustrating customer problem, the manner a new product or service is sold and delivered, and mass customisation are all examples of how economies of creativity will be used to create value in the future.
[bookmark: _Toc137496452]Adding Value to the customer experience
The poor customer service at the gaming table that we are now experiencing in the casino is having an adverse influence on the customer experience. This has a significant effect on both the player and the game. For example the customer is waiting for payouts while the dealer struggles to add the stake and pay them out. I've determined that this is a training issue, and I've employed a variety of data collecting to help me with my research to enhance customer satisfaction.
 I've used a variety of quantitative research methods to assist me identify a problem at work and improve the customer experience. Concentrating on the statistical and mathematical analysis of theories and hypotheses. 
To add value to the customer, I believe that a more competent dealer who is able to work bets out and have the skills they need to keep the pace of the game going will have an impact on the customer experience. If a dealer is not competent and takes the wrong bets, camera checks are having to be made the game will slow down significantly. By ensuring we have an experienced dealer on the table, manager presence on the floor to ensure floats are maintained for potential payouts, flexible pricing used and TOP for maximum occupancy then the customer will have a more enjoyable experience adding to the customer value. As a result, more customers will come back, and the drive and ability will generate revenue.
[bookmark: _Toc137496453]Deductive Reasoning
A logical strategy used in deductive reasoning is moving from broad concepts to specific conclusions. Inductive thinking, which starts with specific observations and draws broader conclusions, is sometimes contrasted with deductive reasoning.
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In order to help me in my research for a solution to my problem, I have employed deductive reasoning. The issue I have is that customer don't like how long it takes to be paid out on the tables. Therefore, the game will move along more quickly if the dealer has received training using high-value chips for payments and major players. This gives the customer a better experience.
We have a few measures in place that we believe are crucial for the customer to receive better service in order to reduce the impact of major players. These measures include:
· Playbooks -Record of customer and what they like, playing styles what food and drink they like.
· Major player playing styles- What they playing preference is and their style, how they play and potential impact on the business.
· Rota management of A2G – List of team members to complete an A2G on, this is changed every 3 months to make it fair
· Major player reports – A report sent to head office after a major player has one over 5k. Includes what we did during their session. 
· CCTV Reviews – A2G Reviews.
· Flexible pricing – Increase table minimum for level of play to ensure table is not to busy and to keep the game flowing (game pace)
· TOP- Open more tables to increase play when needed
· Reception inform on entry
· Manager present on floor – To ensure appropriate float levels for potential payouts.

[bookmark: _Toc137496454]Quantitative Research
The process of gathering and analysing numerical data is known as quantitative research. It can be used to identify trends and averages, formulate hypotheses, examine causality, and extrapolate findings to larger populations.
To help me get to a decision about my issue, I will use quantitative research. Data gathered from each team member will be viewed on CCTV footage and recorded on a scoring sheet, and I'll use that to determine how I'll use this. To keep track of this data and provide feedback to each team member, we employ an Amber to Green  (A2G) approach. This enables us to assess their effectiveness and identify any areas where they still need to make progress, such as payouts, skills and customer service. My data collection will provide an example of this.
[bookmark: _Toc137496455]Research Aims
The solution to my issue, which led me to adopt the assessing and acting research technique, is that my team members require additional training if customer service is to improve then the overall customer experience will be better. Right person on the right table will therefore gain credibility and accountability.

[bookmark: _Toc137496456]Evaluating and Acting
Action research is a technique for raising the standard of practise. Changes in practise are then put into place depending on the evidence gained. It entails action, evaluation, and critical reflection. Below is a table of how I will use this evaluating and acting to improve the performance of my team. By giving the team regular feedback and Amber 2 green reviews their skills will improve and therefore their overall performance will improve and the customer service will be greater.
	Evaluating and Acting
	· What are the advantages and disadvantages of using A2G? Team gain more skills and are quicker at working out the bets and payouts, They are given constructive feedback to help them improve. Disadvantage could mean that their morale will drop as they feel that they aren’t good enough to deal to higher value customers.
· How effective is it? I have seen dealers improve significantly with the training and feedback. Some dealers have gone from a red to green. Gives them job satisfaction.
· How can A2G be achieved? They are done on a monthly basis and each manager has a set amount of team members to complete. These are rotated throughout the year to make if fair. Its done on an excel sheet and their average score is added up given them a red, amber or green score.
· How can A2G be used to improve customer service? Game pace is slower when we have a major player effecting the customer service, so by giving regular training and feedback the A2G is used as a training tool to help team members gain better skills to be a competent dealer. 




[bookmark: _Toc137496457]Hawthorne Effect
The Hawthorne Effect is the idea that individuals will alter their behaviour only as a result of being watched. The effect is named after one of the most well-known industrial history experiments, which was conducted in the late 1920s and early 1930s at the Western Electric facility in the Chicago suburb of Hawthorne.
The Hawthorne effect is used in my job while employing the A2G system to boost team members' performance. If a team member is aware that they are being watched, they will adjust their behaviour.  We watch them using the CCTV system in the camera room because of this. They are aware that they might be watched and have an A2G performed on them, but they are unsure of the date and time. As the team member may become discouraged if they are having a terrible day, this kind of data collection could be harmful.
[bookmark: _Toc137496458]Data Collection
Effective data collection techniques can provide crucial information for well-informed judgements. Certain data collecting types may provide you with more accurate results than others depending on the technique of collection.
I've used customer satisfaction surveys and observations of my team members to assist me identify a solution to my issue.
[bookmark: _Toc137496459]Surveys
In my place of employment, we use consumer feedback surveys to identify the population and enhance our services. The sample survey we use is displayed below.

	
	
	Rating

	Q1
	How satisfied were you with you overall experience?
	1      2      3      4      5

	Q2
	How friendly were the employees?
	

	Q3
	How knowledgeable were the employees?
	

	Q4
	How likely are you to recommend us to a friend or family member?
	



[bookmark: _Toc137496460]Observations
As previously mentioned, we employ an A2G system to monitor team members' performance. This allows us to pinpoint each member's specific training needs and provide them with feedback on their areas for improvement. Here is an illustration of this copied in the link below.
A2G.pdf





[bookmark: _Toc137496461]Mind Map
To organise my ideas for my problem, I've constructed a mindmap. This has given me the freedom to think more imaginatively and logically inside a secure framework and has made it easier for me to connect concepts in novel ways.
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[bookmark: _Toc137496462]Poster 
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[bookmark: _Toc137496463]Reflection
Problem solving has helped me brainstorm utilising a mindmap where I have come up with ideas to help me find solutions that can work, making it one of the most effective ways to do so. I now possess the problem-solving abilities that I will need to succeed in similar assignments at work in the future. Before making a decision, I will have the ability to evaluate the scenario. Before I make a decision, I will carefully consider my options, gather data, and review any resources that can be of use. The steps in the problem-solving process include gathering, assessing, and analysing information before adopting the best solution. In order to help me with this, I have used a variety of data collection tools.
I am confident that the solution I have developed will work. Team members will be equipped with the necessary knowledge, expertise, and self-assurance to enhance the quality of the customer experience. Motivation plus skill equals revenue and repeat business.

[bookmark: _Toc137496464]Referencing
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